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BACKGROUND 


This study was carried out aS one of many es tudiec which 
have beén commissioned by the Task Force ‘on @Atieneti on 
of the Nataonal Department of Health and Weblare,. A 
composlté “report ‘summarizime”* the general trends, an al 
the studies widT bespresented in September. 0 to 
the Task Force: 


In particular,.our, group was, asked (0 conduetyume scudy 
reported here™in British Columbras along with alusamidar 
type of study. injManwtobat, The major distinction between 
the two investigationspwas thatthe study an Bricish Columbia 
occurred over a four-day peniod wath the? participants 
living in, while the study in» Manitoba was spread over an 
elght-wéek) perrvod with participation tor one mat teday veach 
week... 1f the reader is intexestedsim comparing tnese two 
approaches, we suggest looking at the report which we have 
presented to the Manitoba Department of Healthoand Social 
Services and the Task Force on Alienation of the National 
Department of Health and Welfare, which summarizes the 
results in that: province. 


We are particulardy indebted to Mr. Toes apie ame 
Director of Programmes, Department of Rehebiiitation and 
Social dimpmomemen ty, Maj. «ihos,, Bu tte ys, Lon ehasyconstant 
assistance in the day-to-day operations, and social 
workers and participants who played Such tavern tical nci.e 
in, Making the study a Succes s:. 
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SUMMARY 


The participants in our study included 12 welfare recipients, 
ane social workers and 5 senior officials, all from within a 
20 mile area of Metropolitan Vancouver. The sessions con- 
Sisted of meetings and laboratory exercises scheduled between 
9:00 a.m. and 10:00 p.m., from June 9 to 12, 1970, with all 
participants Livangein. 


Emphasis was on having the participants experience different 
ways of relating in terms of immediate impact and long-range 
effects. The following exercises and activities were included: 


"Who am 1?" Activity Autobiographical Technique 
Non-verbal Leading and Life Inventory 

Following Peak Experiences 
Coalition Game in Trios Things I Do Well, Poorly 
T-groups Values to be Realized 
Communication Game Intergroup Fishbowl 
Tape Feedback Exercise Strength Bombardment 
Developing Life Plans Competition Task 


Follow-up interviews were completed three to five weeks after 
the sessions to obtain reactions on their effect on the parti- 
Cipants personally and for further insight into how the welfare 
system alienates recipients. 


The general reaction of participants was favourable. They 
found some techniques, such as Strength Bombardment, Auto- 
biographical Technique, Competition Task, Communication 

Game and Feedback process, most helpful to them personally. 
There was also a feeling of reduction in the status barriers 
which existed between recipients and social workers. Partici- 
pants commented specifically on the fact that the sessions 
gave them a better understanding of alienation in the welfare 
system. 


As a result of the sessions, some long-term effects 
emerged: 


- Improvement of Family Interpersonal 
Relationships 


- Openness of Communication 
- Positive Outlook 


- Impact on Professional Behaviour of 
Social Workers 


The major drawbacks emphasized by all participants were 
that more levels of the organization (administrators, 
stenographers, etc.) should be involved in the group 
sessions; more follow-up sessions and preparatory infor- 
mation should be given; and that there should be an equal 
distribution of sexes at the sessions. Some felt the 
recipient group should have been picked randomly to prevent 
"favourites" of the Department from being selected. 


The impressions of one social worker represent a vivid 
picture of the encounter sessions and have been included in 
unedited formein-this report. 


Important themes emerged concerning the complex problems 

of the welfare system. Social workers and recipients 

agreed that the roots of the problems lie in community 
attitudes towards people on welfare. Another major contri- 
buting factor is the administrative system. While community 
attitudes may change over a long period of time, the immediate 
opportunities for revising the system appear to lie within 

the scope of better administrative practice. 


The social worker finds himself at; a) pressure) Spot an::the 
System because he must not only satisfy the administrative 
requirements, but he also feels a need to help recipients. 
This contradiction of responsibilities arises because of 
the social worker's performance of two functions -- that of 
money giver, and counsellor. The majority of participants 
were in favour of dividing these functions. 


For the recipient, the) community with tts 7prejuaices sand 
pressures is his greatest source of alienation. The present 
welfare system is not perceived as doing much to rehabilitate 
people who legitimately need assistance to get back into the 
mainstream of society. .One of ithe major alienating factors 


appears to be’ ‘thesmotavational» and! attigudinaleefftects 
of getting '"ground-down" by the welfare system. On the 
other hand, some recipients are trapped on welfare 
because of their special personal situations. Deserted 
wives and the poorly educated are two common examples. 


In the view of the participants, it would be useful to 
provide more human relations skills to staff and to embark 
on a program of community education about the services of 

the Welfare Department and the people receiving the services. 


The participants had some suggestions about how to improve 
the organization and procedures. The most common recom- 
mendation was that open communication from top to bottom be 
initiated. Perhaps the most important feature of theyseminar 
was that it demonstrated how concrete steps could be taken to 
open up this two-way flow of communication. 


Recommendations 

lige Separate the "money giving" and ''counselling"' 
functions 

he "All or nothing'' welfare system should be 
changed 

3 More sensitivity training in social work 
education 

4. Recipient advisory or consultant groups 

Dk Recipients could perform valuable services in 


the) welfare wffices. 
6; Group counselling 


ie Provide more printed information concerning the 
rights and privileges of the recipients 


Be Improve appeal procedures 


9. Set up specific regulations about enquiries 
into personal lives of recipients. 


i. 
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Recipients should choose their counsellors 
wherever possible 


Improve the first contact with the welfare 
system 


Create a less officious* atmosphere) ini the 
welfare office 


Improve the communication within the Depart- 
ment 


Greater community education to provide a better 
understanding of the welfare recipient and the 
welfare system. 


Areas for Future "Study 


We would suggest a project to separate the 
provision of financial assistance to recipients 
from the counselling. 


In a community “of from 10 to 20-thousand, it 
would be helpful to have an action research 
program mounted which would coordinate health, 
education and welfare services within a single 
community. 


An organizational development facilitator, 
working one-third time over a period of two 
years with all members of a regional social 
welfare office (which would include not only the 
administrators, workers and clerical staff but 
also the recipient group) could improve the 
efficiency and reduce alienation caused by the 
operation of that office. 


It would appear that some specific laboratory 
techniques, such as Strength Bombardment, and 
Career Planning Exercise, could become a 
routine practise in dealing with clients and 
in developing staff in welfare offices. 


The Federal Government could enhance the 
delivery of welfare services by providing 
staff training and by developing tools for 
their trainers' use in sessions such as the 
one demonstrated in this action research. 
The increase in worker sensitivity and 
improvement in communication would reduce 
alienation caused by the welfare system. 


This hypothesis, which has been supported by 
our study, should be subjected to a broader 
and more rigorous test. 
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OBJECTIVES 


CHAPTERS 


OBJECTIVES 


The objectives of the study were: 


ie To demonstrate a process by which welfare 
recipients and administrators can work 
together to solve problems arising from 
the dispensation of welfare. 


oe To investigate the problems facing 
welfare officers and recipients an (the 
dispensation of public welfare and 
their possible solutions. 


me To explore methods by which the 
relationship between the welfare recip- 
ient and the welfare worker can be 
utilized to mobilize the resources of 
the recipient so that he can better cope 
with his life situation. 
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METHOD 


Selection of Subjects 


The design called for 12 welfare recipients» and 

12 welfare workers to be selected at random from 
offices in the province. These arrangements were 
carried out by the Department of Social Welfare in 
British Columbia. Directors of various regional 
offices were asked to submit names of welfare workers, 
and each worker was asked to pick a recipient to 
attend. Once the recipient had been contacted by 
the worker to ask if he was willing to have his name 
submitted, a letter was sent explaining the purpose 
of the study and asking for his cooperation. This 
was confirmed by a telephone call. All recipients 
contacted were willing to attend. Recipients were 
paid $40.00 for attending the session and all costs 
of food and accommodation were paid for the welfare 
workers and the recipients. 


It should be pointed out that this was not a random 
process of chooSing either workers or recipients and; 
as will be shown in later results, there was some 
Criticism that perhaps the selection of people had 
favoured those who had positive attitudes towards the 
Department and the present system of administering 
welfare programs. 


The Department was also asked to select 12 senior 
weltare. officials, including 16 possible iertnerm the 
Minister or the Deputy Minister. At the time of the 
study, which was June 9 - 12, there was an unusual 
amount of work connected with labour disputes in the 
Province which put a burden on the welfare department. 
It was impossible to have many senior officials attend 
the first and: last sessions. All recipients and all 
workers who were approached agreed to attend. The 
result was that 12 welfare recipients, 11 workers and 
five senior officials took part inthe study. The 


senior officials were made up of consultants from the 
Department and directors of regional offices in the 
Vancouver area. All ‘participants im this) progect came 
from within 20 miles of Metropolitan Vancouver. 


Procedure 


A detailed description of the program over the four- 

day. period 1s given jin the next section sl wesnould 

be noted that the recipients, workers and administrators 
gathered in a motel on the outskirts of Vancouver 

for a four-daysperifod 


The sessions were meetings and laboratory exercises. 

As they were®scheduled between ’9:00'A.M. and 10:00 P.M., 
with breaks! for‘ lunch/andssupper ‘all “participants ‘lived 
Lie 


The program for the administrators followed a confron- 
tation format This is déseribed* in greater detatl by 
R. Beckhard.1 It is a meeting where senior officials 
appear initially for%a*half-day séssion* to define their 
problems, then reconvene for a half-day séssion at the 
end to discuss the solutions to which the group has 
come. 


One of the most important aspects of the work was the 
method participants devised for reporting back to senior 
officials the !résult oftheir experiences ‘over thertour- 
day. period. 


I Beckhard, R. “The Confrontation Meeting". Harvard 


Business Review, March-April, 1967, 45, No. 2. 


Dewatohn. C. Croft-andiprimpayvidivdackseniwere in charge 
of the sessions and were present during the four days 
of live-in laboratories. Follow-up interviews were 
conducted by a research assistant, three to five weeks 
after the sessions were completed. The objectives of 
these interviewers were to obtain reactions of parti- 
Cipants as to the effect these laboratory sessions had 
on them personally as either workers or recipients, 
and to. ‘gain. further insights anto-how they scelt “tire 
welfare system alienated recipients. The only other 
data gathering which occurred during the study was the 
completion of some evaluation forms at various points 
in the experimental process, and the notes taken by 
the groupsleaders; DrveGroft “andegprv wackson. * Miese 
notes contained important insights and information 
forthcomingsfrom-thesgroupeexercises: 


Tuesday: 
9:00 


9:10 


9:30 


LABORATORY TIMETABLE 


Alienation Conference 


Vancouver} B  CinexdulyadSet2geio70 


9:50 


10:00 


Housekeeping and Introduction 
of Government officials. 


Message from Government official 
giving the background for the 
Conference on Alienation and 
describing how the Department 
supported the research activities 

and saw them as extremely innovative. 


Introduction by David Jackson 
outlining the basic principles 
forsthe Horthcoming  fourtdays 
activities, including such things 
as openness, confrontation with 
caring, trust sand the relaxation.cof 
previous roles, Aiso, “discussion 
of how this conference was con- 
ceived and why it took a form which 
was unusual for most research projects- 
that as) action wes earch. 


Nine issues -- 


1) Act’ ‘critique, content and process, 
then act again. 

2) Decision-making by people with 
the most information -- in other 
words, the people at the position 
in the organization where most 
of the information is available 
Should make the decision. 

3) Confrontation with caring;be 
open and direct. 

4) -EXperience: Lt in thes here vand 
now', not outside these four walls. 

5) People are equal when working 
on a problem and therefore reduce 
any preconceived status differences. 
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Tuesday 
GGontsicd.") 


10:00 


11:30 


2:00 


11:00 


12:00 


2:30 


6) Experience it; don't’ describe it. 

7) Use each other as people, not 
roles’. 

8) Reduce inappropriate competition. 

9) Strive for open communication and 
rust. 


Participants met in three homo- 
genous groups--administrators, 
social workers and recipients--to 
isolate’ on flip charts major issues 
Causing alienation in the welfare 
system 


Administrators in the centre of 

fish bowl describing their 

reactions to the issues that had 
been isolated and also talking about 
what they thought could be done to 
ameliorate these conditions. 


Lecturette 


- themes for the week 
- ways to be towards each 
other to facilitate growth: 


e regard (not indifference) 

e® empathy (active listening) 

@ congruence (similarity 
between feelings and 
behaviour) 

@e genuineness (meaning what 
you say) 

® openness (direct report of 
feelings) 

e confrontation, (not letting 
other people kid themselves) 

e respecting the other's separa- 
teness 
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Tuesday 


(Cont ds) 
2:30) -yd 4e00— xe yeais.es 
1) Who am I? (On g@gpineet. of paper, 10 
answers; mill around and share). 
2) Non-verbal leading and following 
(with partner). 
3), Coalition, Game, (in, trios). 

(a) Iwo, chorzeeSs Of anteraction- style: 

( a): Two, pensons; agree-the third 
disagrees. 

(11) Two persons always disagree - 
the, third .,agrees.,, suggested 
topics: eior. discuss ion: 

-f the. meather 
-o the; Waa in Vietnam 
other 
4) Lethal Game (in trios.) 

(a) lnteracteon: Sitiyd es. Three persons 
always agree with one another. 
Suggested, topics: for discussion: 

free university tuition 
- effect of three-day work week 
=. Othe F 
5) Select T-groups (heterogeneous), and Glinic 
about above experiences. 
6) Communication Game (with partner). 

(a) People back to back. Talk about 
anything. (2 minutes). 

(b ) Looksinto each other's: eyes. No 
talking think, .about,.the, other 
person Sasthoughts). (2. minutes). 

(c) Look onto. cach. obhem is, eyesiph Touch 
each, other--ho, talking «thank the 
otheripenson!) Ss thoushs )}9<(iZe minutes )” 

(d) Touch, (hold. hands). \sBy.es .ciosed--no 
ta KI. 2 ee Zy a Ces), 

(e) Look into each other's eyes. Talk--no 
COUCIEMG. aw Zeman utes;).. 

EN) Louch. @ooksinto- each other “s: eyes. 
Iny) to..argue: (says. about the persons 
halrrostyle).< a2 minutes.) 

7.) Clim Grate ee paoniniss 
4:00 - 5:00 T-groups met in separate roomS. the two groups 


had been formed, each having half recipients and 
half social workers. 
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Wednesday 
9:00 


Ledes 


Thursday 


9; 


9 


00 


On) 


:00 


:00 


:00 


1: * 


10 


50 


00 


00 


700 


:00 
:00 
:00 
:00 


00 


5 


Lecturette - on Feedback, Feed-to, Feed-around 


practice giving feedback on sheets of paper, 


checking for accuracy with total group. 


Purpose of T-groups is to give feedback. 


T-groups in separate rooms. 


Clusters, group-to-group feedback, where the two 
groups were together and there was a fishbowl 


with one group in the center and the other on 


the outside; and then the reverse. 


Tape exercise, where group members were given a 
series of exercises. in giving feedback “correct: 


Tee rOup ss 


|e sad foie Nec 
In separate groups, strength bombardment. 


Clusters, Group-to-group’ feedback. 


Developing Life Plans (in Quartets). 
Introduction 


'' Today we will look at where we are, who we 
are... and What we Pines sane try to Spread these 
out in front of: ourselves. Then with this 
information avambabte. «we can Look to: the 
fUutUYe anc ty tower fmm) aS Dest We Can to 
out own plans, objectives, and growth. Everyone 
will need a pencil and about 15 pieces of paper’ 


iw The results of tise experaence will mainly be 
for your own us ef 
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Thursday 


CCone sd 


-) 


9:15 = 9°45 Lines Drawing Activity 


" 


Your first task is to--draw a horizontal line 
frompleftotormight; ft representing: your dafe~- 

put’ ‘a chéck ‘on satvwhéeresyouvcurrently are not 
--spend a few moments discussing with your 

group why you drew the line as long as you did, 
and why you put the check where you did--ask 

any questions about it you want. Focus on age or 
growth, whatever you choose. 


O45 = LOSES Whoa, Jone tavaay, 


lt 12S a part of .ours~culeuresto explain 

things chronologically. Probably the most 
important thing about behaviour as it is 
occurring here and now is that it has con- 
sequences for her and now, plus past explana- 
tions, and future eventualities. So, today, 

we will work on the right hand side of the 
check mark you have made on your life line, and 
look at. that part; of,yourrdifte, that-nasnit 
happened yet. We will investigate the right 
hand side of your line as much as we can, rather 
than. slipebackstovthe-detti.side... Write--on 

ten separate pieces of paper--ten separate 
answers toc the. question ,,.Who ‘ama 7) 


You have your own way of thinking about 
yourself. You may think of yourself in terms 
of. your:.role,. or in.terms, of qualities. that 
you have. You may think of yourself in terms 
of your negative attributes. Or you may 

think of yourself as a mixture of all of these 
different frameworks. Whatever framework 

your life has had, try to find different 
answers to the question, "Who am I?'' and write 
them down. When you are done, I want you to 
review the ten answers and think about what 
you would be if you eliminated any one of them. 


a 
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Thurs day 
(Cont: d) 


Uh 


When you have finished writing, rank order 
them, At the top of the rank order, put 
those self-descriptions that are most 
essentially you, and at the bottom of the 
rank order put those self-descriptions that 
you could most do without and still not 

lose your most essential qualities. in 


After you have finished your rank order 
share these with one another, and discuss 
them freely... ie 


10:15 - 10230 Autovrooraphicadl Activity 


Ch) 


Next, move all the way over, almost to the 
right end of your life line, and write a 
brief autobiography that might appear at 

that point in time in Who's Who. fe 


Don't write this autobiography as an 
obiturary. Write what you would like to 
have written about you and what you might 
be able to accomplish. It should be a 
statement you like to read, and contain 
accomplishments that are possible. It 
Snould bes, realistic i butesta ll things .about 
yourself you believe are really conceiveable. 
Now share your autobiographical sketch with 
the rest.ot your team, and-discuss_it. Then 
ZO backstonyour list of ten “Who Am. 17" 
statements and add any additional statements 
that would further explore what you would 
Trkelto be: 


we 


T0500 - 211650) Gites livencory. 


"1 


rhis next step is quite hard work. 

Something called a life inventory. To look 
at all the things that you do and would 
iikeetOpdO-) mut wit loneipryou-to display all 
of yourself in terms of your activities 

and values. It ends up as a map of your 
life in terms of a number of elements which 
may or may not be overlapping. I am going 
to write down these elements for you. 


15 


Thursday 
(Cont ds) 


Peak Experiences == 


This, definition 1s. broad enough so that 
they“ are not necessarily the most 
exquisite moments” youwhave hadi” * These 
are’ ors have beenty 0uTekaeks: Or > the 
moments in -your® life’that® are’ remembered 
as Navin gbeen hrealavuereat:’ the. Crmes 
when you have ‘felt’ you were” really” living 
and? én joy Ng Tivings Wihes ec? are*the 
moments thatthave made’ you~ feel living 2s 
worthwhile? Milt tspariist of “the events 
that have mattered to you in terms of 
making you feel you are glad you are a 
human, being and glad you are alive. 


Things IT’ Do-Wel'l 


Some of these probably are things that 
are very meaningtul to you. There 

may be “duplication with your first list. 
Some of the things you do well may be 
things =thatsporer wou CO death. g lado ds 

a Hara l1St COnCOMpL Le. DeCauSe i Com 
petes with our culcural norm, of) being 
modest.” Iry Lo, overcome, this inhibitions 


TOI os tet OC ye 


Tas LYst, shoulda contain things you want 
to do ‘or you have ‘to, do, but net 
necessarily things in which you have 

ana livtere stew bc SOUP Depa ll Ss teo 1 
things you do poorly, that for some 
Treason OT Otter you Need. TO,dG, cCnie 
imciudeswror “example playing, the Violin. 


Things} Would Like -to Stop joing == 


This might or mroht not be things 
that you have to do but would like to 
stop doing. Someone else in your 
team might be able to suggest some 
things that it would be good for you 
to, stop. doine--now, Or in the ituture. 
Some of the things on: this iis temay 
be things you would like to do but 
that you know you do poorly. Others 
might be things that you hate to do, 
but’ for some’ reason “feel ou have to 
do. 
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Thursday 
CCont.'d) 


Things I Wouldlike to Do Well -- 


This might be a list of desired skills 
that you would like to include in 
your personal and potential life. It 
might be related to an avocational 
activity or a new skill in your 
presient. 4obk 


Peak Experiences I Would Like to Have -- 


These are the kinds of things you 
imagine you would like to have happen 
to you but which have not. 


Values to Be Realized -- 


This element is less clear than the 
others. Value means many things to 
many people. It might be being 

rich, having deep friendship, or being 
with young people. They can be 
tangible, but most probably are not. 


Things I'd Like to Start Doing Now -- 


The objective here is to explore some 
of the things you may have been putting 
off, but which you really want to 

start doing. It might be growing a 
beard, becoming more aggressive, asking 
for more responsibility on your job, 

or a number of other similar items. 


Let mésalso’ suggest a procedure. It's 
best for the person whose inventory is 
being taken to be free just to think 
and respond, and not have to write 

in detail. If other team members 

will serve as consultants, interviewers 
and recorders, the person being inven- 
toried will not have to bother 
writing down things and can be free 

to respond. Don't beat it to death. 
Get down those things that are 
revealed spontaneously, and move on 

to the next person. Move at a lively 
pace, then go back and add those 
things that peopple want to add to 
theirelistsis It's best to spend 10 
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Thursday 
(cont "d) 


minutes or so with each individual, but 
you can also take each element in 
order among all the members of the 


group. 


1.l3550, i-e eh? S00 Paro ec tar? Vanna & 


tw 


The next phase begins the formulation 
Of proge ces tthaity combine’ a number of 
the desi nresiiexpmessed in the life 
inventory .seelnes) is’ datticult, and 
there’ are few proceuures or pattems. 
Instead of thinking of goals with a 
Separate Set, Of Stratevgies, think oF 
project ssithateprovide opportunities 
to allow you to learn what you want 
or that move you towards the peak ex- 
periences* you want to have. ~in each 
preject «tc rysitosfeailize- as ‘many of 
these values, goals and desires as 
you can. Try to develop an overall 
pactumey thatrilecgs” you feel alive. and 
Satisfaeds$a lycan make’ these three 
suggestions: 


a) Think of vocational or avoca- 
tional projects to which you are 
already committed. Consider the 
parts of these projects that 
provadéoyoul opportunities to learn 
what you want to learn, that 
movejyou_toward the peak ‘experi- 
ence you want, or that allow you 
to reach the values, goals and 
desires you want. Think about 
theselprojects in terms of what 
you can add or subtract from them 
so they will provide you with 
inereasedytulfriliment. 


b) Thepalishziprojects that you have 
in mind to which you have not yet 
made a commitment. Consider these 
in terms of those which are likely 
to be, most fulfilling to you. 
Makewsome iplans. for'these. 


c) Another thing you might do is 
bralnmsbormgpossible projects 
with your group. Make a list 
without evaluating each item. Ro- 
tate around the team, first one 
person and then another. After 
the elitist insitmade, each person can 
evaluate each project for himself. 
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Thurs day 
CGont'd) 


12:00 - 12:30 Clinic on the Morning's Experiences and 
Exercises 


- Which aspects of the morning seem 
to be most imi rcult. 


- Which aspects of the morning seemed 
most meaningful? 


- What surprised you the most: 


- What are some of the obstacles you 
Might encounter in accomplishing 
VY OUT CAD i) Tet ts. 4 


7éie Sy Vidi 5:00 Intergroup Competition 
GRY teeta a. Sha ins eruct rons 


During the next ‘period’ youswill meet in 
acl-sroup room to develop, a report. on the 
attached propiem. ‘Later you Wil “decide 
which group has .prepared the best méeport. 


This report ‘should be narrative form 
and not exceed five hundred words. 


Before begining work lon vou. report, each 
Croup Must select a jucee, a Contact’ Man, 
and a group spokesman. As soon as the 
three are selected all three will report 
Lo ithe director {or forther instruction. 
The judge wilt net: return to the group 
Until this exercise 15 comp leted:. 


The contact man represents his group in 
all relations between groups and with 
the’ statft. 


The spokesman will present his group's 
report in general assembly if presentation 
is necessary for establishing the best 
Tepoxt.. 


re) 


Thursday 
(Contd: } 


9:00 


10:00 


Task 


In, your... ze roup ,.,¥V Oli, juaskys1S-) 2.) ceo 
select the ten most important problems 
from, the List of forty. wandip. to rank 
order .thos.e.ten frompy!'i" .- the; most _im- 
pontaniosto Lo as Cie least samporlant. 
Your T-grotp should be in complete agree- 
ment about the selection of ten and about 
their rank order. 


Group Problem 


Prepare a written statement of 500 words 
or less which describes the difficulties 
your group had in reaching complete agree- 
ment on the ranking, and which outlines 
the barriers which may be inhibiting the 
process an wour group. ,~clhas. statememc 
will be read by your spokesman in his pre- 
sentation to the general assembly. 


Presentation by Spokesman and Verdict of Judges. 


Lecturette --. [hings that happen win. com- 
petitive,.win-lose, situations. 


Intergroup Collaboration 


The Problem:, How.to present to the guests 
tomorrow. ; 


T-groups meet in separate rooms to: 


1) Discuss: (a) What we learned; 
(b) How to communicate with guests; 


2). Phreparexvdsp Lanecoespresent to other ereups 
at 9:00 this evening, 


Groups meet together to collaborate: 


LJ eRresent Aist pLroeaci ag roup 

2) Discuss plans 

3) Openly discuss anticipated problems in 
communicating with guests tomorrow 

4) Plan tomorrow's meeting together 
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Friday: 


7250 


8:30 Breakfast together. 


10:00 - 10:15 The administrators rejoined the recipients 


iy Uae 


Os 


beds 


30 


:00 


:00 


250 


10 


Pie 


30 


:00 


00 


50 


:00 


and social workers at this points and 
stayed until the end of the session. 


Introduction by Dave Jackson, explaining 
the schedule for the morning and outlining 
the basic’ principle that the group wisned 
the administrators to participate in experi- 
encing some of the activities they had 

gone through. 


Presentation of lists of learning completed 
by the two T-groups. A spokesman was 
selected fram each.of the a-groups, ) (on 
this case, both were recipients). 


Repeat of Tuesday Exercises — J 7Ccrote: 


1) Non-verbal leading and following 

2) Coalition game 

3) Lethal game 

4) Selection of discussion groups: clinic 
5) Communication game 

6) Clanic 


Strength Bombardment in discussion groups. 
The administrators were included and 
three groups were set up. 


Clusters, group to group feedback, with 
lunch. 


Administrators in the center for fishbowl. 
Here they were given the opportunity to 
react to what had happened in the morning 
and to answer questions. 


Summary by David Jackson and John Croft in 
the center. After this was completed a 
post-conference questionnaire was passed out 
along with a copy of all the issues that 

had been identified earlier, which were 
ranked by each member of the group. 
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PARTICIPANTS’) REACTIONS 


CHAPTERWITI 


PARTICIPANTS" REACTIONS 


One of the most important aspects of the present research 
design is that it is cast in an "action research" mode. 
By this we mean that something intervenes in the system 
and the intervention is studied simultaneously. The 
design of such research departs from the traditional ap- 
proach in that, it is impossible to develop control groups 
because of the preliminary and tentative nature of the 
work and because the actual intervention is engineered 

on a moment-to-moment basis. The following day's program 
is developed on the basis of the needs and outcomes of 
the present day. For example, in the Vancouver sessions, 
group-to-group feedback was developed from feed-to-feed 
around situations which arose in earlier exercises. 


Because the methods in the study were primarily to bring 
about new ways of looking at the worker-recipient relation- 
ship, systematic data collection was minimized. The 
emphasis was on having people experience different ways of 
relating in ‘terms<of -immediate impact and shongismange effects, 
rather than on examining in minute detail each step in 

the process. Undoubtedly such a close examination will be 
warranted if these general approaches seem valid and 
valuable. 


In the following section we will explore the reactions 
people had at the close of the session and during the 
follow-up interviews, three to wive weecksjiater, im an.jat- 
tempt to review and analyze the methodology. The reader 
should look for areas where this intervention action has 
had impact with the object of exploring new methods of 
approaching the general problem of alienation in the 
weltare system. Later.sections of this ‘report wili=cover 
changes that occurred and reactions of participants in 
specific areas, as well as our recommendations and our 
hypotheses for future study arising from our work in 
British Columbia. 


In answer to the question, "What did you think of the 
seminar?'', the reaction was unanimously favourable. A 


typical example was: 


"Fantastite course -- really never believed 
that such an approach would work -- much 
better way than prevtous staff development 
courses -- all other parttctpants thought tt 


very successful." 


Generally, favourable reactions fell into four categories. 
There were those who made a blanket statement about the 
positive nature of the experience. 


"Moving experience." 


“One taf sthé shi gh'lighvato pray ylefe mil biwae 
really happy to have that expertence." 


"T feel very privileged and fortunate to 
have attended." 


Another group of participants discussed the openness and 
freedom of the course as the outstanding characteristic. 


"Very sttmulating, so many things discussed 
that! I amestill trying to ‘sort cthings) outa" 


"Gave everyone a chance to see his own self 
- also, we were able to speak freely." 


Some, though positive in their comments, had reservations 
about procedures used during the seminar which were strange 


to them. 


"IT thought some things were wetrd but tt 
Léa to underaitanding onal leveve 2 


"Inttratly. felt threatened.1s As ity pro- 
gressed I became totally involved. It was 
an event to be cherished." 
Some participants commented on the applications of 
this process to other aspects of their work-life: 


"This was a useful method for breaking 
down barriers." 


ae 


aay we could recreate this in a working 
situation tt would help mobilize the 
reezprents I am sure," 


"Batremely valuable to get workers and 
rectprtents together." 


vit displayed to all of us the talents 
that reetptents possess." 


Another indication of the support given by the recipients 
was that all those who were asked the question, "Would 
you attend any other sessions of this type?", answered 

in the affirmative. 


Specific Helpful Techniques 


Participants were asked what elements in the program 
were most useful to them personally. 


Strength Bombardment 


Strength Bombardment was the one technique most frequently 
mentioned as useful. This was an exercise where members 
of the group were asked in serial rotation to spend 

three minutes telling the group what was good about 
themselves. After they had talked about their positive 
points for three minutes, the group was given five minutes 
to describe and discuss the good points that were men- 
tioned by the participant, or other good points that he 

or she had not commented upon. Generally people found it 
difficult at first to say nice things about themselves 

and were much more familiar with describing their bad 
points. It seems important in the study of alienation 

to recognize that features which build up the person and 
reward positive aspects of his behaviour are valued to 
such? an’ extentis | Undoubtedly. this,dis aj characteristic: of 
the experience which could be translated into normal 
practice in welfare offices. Comments made by participants 
were of the following types: 


"T was amazed to dtscover what others 
LHOUGHE Ofedne.” 


"In the Strength Bombardment, my strengths 
were recognized and as a result I seemed 
to be strengthened even further." 


"Tt gave me confidence in myself." 
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Autobiographical Technique 


The second most favoured exercise was the autobiographical 
technique where four participants sit at a table and in 

a systematic way describe "Who am I1?' and 'What are my 

life plans?". «In. this.,exercaisie? eachtpersionspim thin 

answers a series of questions, being interviewed by another 
participant, while the other two members of the group 
record the answers. The structure of the actual questions 
are given in the timetable, under the exercise “Who Am 17" 
on Tuesday, and the "Development of a Life Plan" on Thurs- 
day.* Some people app ree1ated: thasie xevicisienbe cause? art 
caused them to face issues squarely in a way that is not 
done in normal day-to-day worrying about personal problems: 


"Looking at these facts makes you realize 
what you neally want-i0n thes futune. " 


"It gave mé moYrelo pian? inst ghiointor my 
personal goals and what I wanted to do wtth 
my. ens 


Along with this, there seemed to be a general appreciation 
of a series of exercises which would help» to! ascertain 
OnéG.cs = voads: 


"Tt helped me to sort myself out." 


"Tt made me look at myself with honesty." 


Competition Task 


The third most helpful element in the program was the 
competition task. This was designed to demonstrate alien- 
ation to ‘the’ participants." ? It'sh importants tor noite} that 

it came on the second to last day when a strong feeling 

of openness and positive, frank evaluation had been 
created. The reason for this task, which is described 

in detail in the outline, was to show how quickly these 
good feelings could be broken down and replaced by hostil- 
ity, distrust sand anger.cothe ampact of ther contrast 

was apparently not lost on some of the participants. 


"Tt was a most valuable and fascinating 
experience." 


"T Learned hou, oo, controle hostiLatiyt' 
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"I developed respect for other people, 
which allowed me to resolve hostilities 
that were generated." 


"It provided me with insights into how 
groupe funetion, " 


Communication Games 


Another highly rated exercise was the Communication 
Games. Here participants were asked to communicate with 
each other using various modalities -- looking in each 
other's eyes for a few minutes, talking to each other 
standing back-to-back, or standing looking eye-to-eye and 
holding hands while trying to argue (which most found 
impossible to do because of the well knit channels of 
communication). There seemed to be three major aspects 
of these exercises which impressed the participants: 


1) "Communicating directly with other persons." 


2) “Lowering of all barriers, particularly those 
Of Statuses 


3) “Learning to” listen*to other people's points 
oD vrew.™ 


At one” time’ of ‘another? during? thei® post*seminar ques 
tionnaire or during the interview that followed several 
weeks later, all recipients seemed to refer to the value 
of feedback. One of the cardinal aspects of the seminar 
was that people learned to react both positively and 
negatively to others. The importance of a feedback process 
is to say directly what you feel in reaction to what the 
other person is doing. The feedback in normals day-to-day 
intercourse is often veiled or screened, so that only 
positive things or very selected things are fed back to 
the person who is acting. Often no feedback occurs at 

all and therefore, the actor does not know how he is im- 
pressing others. Because the laboratory situations were 
set up to explicitly promote and develop the ability of 
people to feed back information to each other, this 
feature became an asset in the experience and was one 

that all participants seeméd to appreciate: 


Major Outcomes of the Seminar 


in general there seemed to be four major outcomes of the 
seminar for the participants. Many found they had 
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developed. 
1) "More confidence in myself and my work." 


2) ‘More self-awareness" -- "I thought more about 
my own motivation." 


3) "A better understanding of how I relate to other 
peoples and how’ itheye relates tormer;?’ 


4) "A greater awareness of the good that is in all 
péeoplen 


In additgon toOogthesedgenerale reactaons, mrecapients 
emphasized the one unique aspect of the experience, which 
undoubtedly did much to counteract the alienation. As 
one recipient? pytwad: 


"I felt’ equal with the othere." 


Or, in thes wordsy ofp another, recipient. 


"Tt helped me to understand some people 
who I normally wouldn't understand." 


In general there was a feeling of reduction in the 
barriers, primarily status barriers, which existed 
between recipients and social workers. The recipients 
were pleasantly surprised by their ability to contri- 
bute on an equal basis with their social workers. The 
social workers were pleased to find that recipients 
possessed valuable personal skills which, in some cases, 
were lacking in themselves. In particular some of the 
recipient group showed unique strength in reaching out 
to others in the seminar, providing comfort, insight 
and support. 


Long Term Effects 


It is traditional for people when interviewed 
immediately after a training course to comment in 
rather glowing terms about “the value of-the expez- 
ience for them. Perhaps more important was the 
actual change in behaviour that occurred after the 
training session. We asked the participants when 
we interviewed them several weeks later to comment 
on specifc incidents occurring since the seminar 
where some experience or something learned was 

of help to them. The incidents listed below seem 


ou 


to fall into four categories and were mentioned with 
the Same degree of frequency by the recipients who 
were interviewed. 


Family Interpersonal Relationships 


People writing about sensitivity training and inter- 
personal confrontation have commented on the impact 
these sessions have on the relations of the partici- 
pants with their families. This was no exception 

in our study. Many participants commented that 

they thought the greatest change had come in their 
relationship with their spouse and their children. For 
example, one related the following story: 


"Before the seminar my family had family 
meetings to try te tron out differences; 
generally these were very negattve - you 
might even call them gripe sessions. I 

felt that no good came out of our dtscusstions 
even though we were trytng hard to communicate. 
After the seminar I saw the meetings that we 
had were much more positive. Perhaps it 

was because I felt strong enough to be able 
to help the rest of my famtly. For example, 
I made everyone say what they liked about 
each other; just as tn the seminar they 

Found “Ete hand totdot thateat! faretrpurt 

the feeling its good now tn our family. 
Meetings have become a postttve help to us 

in communteating, and the value of these 
meetings that we have seemed to carry on 

tnto everyday life of myself and my 
children." 


Another commented that: 


"T guess my husband noticed the biggest 
change in me. He was pleased to see that 
I had opened up -- that is, I was able 

to talk more with him about things that 
were bothering me." 


A male participant stated: 
"T have now greater communtcattion wtth 
my wife and as a result there seems to 


be more interest in each other than there 
was before the seminar." 


28 


One ‘'reciipLrentianepomte diz 


"My home ltfe ts much tmproved, and the 
tnteresting thing ts that my worker, who 

was also at the seminar, told me exactly the 
same thing about her reactton to betng a 
participant itn the seminar." 


Openness of Communication 


Along with this reaction in the family there seemed 
to be a general ability on the part of some partici- 
pants to communicate more openly with people, not 

on ly. in ithe tfamilyebut rin there céveryday elite ¢ 


"T'm more open to people now." 


"I found tt easier ttoswa bk times chico 
supertntendent after the seminar than 
bef oer 


"T feel myself relating to people on the 
street in ax morespersonal wayit I lody VhetCov’ 
to people now when I meet them." 


Positive Outlook 


Along with the openness in communication there 
seemed. to be ‘a strong po'sitive reactiom on people's 
part. When the administrators returned on the 

final day one commented that he thought he had 

come to a party three» hours) late, since) there)-was 
such congeniality and friendliness between the 
participants who ‘had «been .there sfor ifour ‘daysw The 
question is, can ‘such a “psychological high” be 
perpetutated, or is it merely a momentary spin-off 
from an encounter experience? The general reaction 
of many participants suggests this positive attitude 
towards themselves and towards other people scems to have 
carried on for several weeks after the seminar at 
Leas i. 


"T gan now look at the good itn things and 
people - not just see the bad as I used to. 


" 


"I guess the answer to that questton tin 
general is, I, have. Qo NeiusOu CLOOK sON, ol taf Cie! 


"People satd I glowed; I carrted myself 
proudly; I was radiating outward." 
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One woman told an interesting story which probably 
best describes change in attitude towards self and 
others which it was possible for some to achieve 
through this process: 

"I was at the grocery store standing watching 
the people at the counter. I just felt so 
good I guess I was smiling at them without 
realtzing it. Finally some people asked me 
tf I was laughing at them; I was shocked and 
Surprisedsand acd 4 nol. .and tees tamted aco 
talk yto themawl etold them <abowt our sessions 
and how tt had changed my attitude towards 
people, -and I explained to them that I was 
feeling good when I was watching them. I 
guess tt ended up wtth there being pleasant 
feelings on both sides." 


Impact on Professional Behaviour of Social Workers 


Finally the social workers commented frequently on 
the impact it had on their professional hehaviour: 


'T guesepil Nad aay daupferent attitude as ar 
as my relationship wtth all eltents ts concerned. 


I fett before the semtnar that there were barriers 


within whieh soctal workers must be constratned. 
As a result of the seminar the barriers or 
roles seem to have changed. JI guess I am more 
flexible in dealing with eltitents now.” 


"T became more tolerant of views diverse from 
my own. This was particularly true tin my 
relattonship wtth my colleagues." 


"My own eltents seem more as equals to me 
after the seminar. That holds true for new 
elients aswell have noticed" 


"T was more tnelined to talk person-to-person 


in cases after the seminar. The interesting thing 


ts that I saw the eltents as persons rather 
than as recipients, and tn general our whole 
way of interacting seemed more human and more 


real.’ 


-The Effect of Personal Experience on Alienation 


The reader may ask how these perscnal experiences have 


a bearing on the process of alienation within the 
welfare system. It is a premise of the present study 
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that the “antithesés of alivenatron “are “the "processes 
of openness, good communication and trust, which were 
generated through the confrontation laboratories. 
However, some participants commented specifically on 
the fact that the seminars were useful to them in 
terms of understanding alienation in the welfare 

SYS GEM’. Serle yrtnt eines: 


"T was “ab lerre see for "the ferev time by 
means of a@ group experience in a kind of 
human taboratory,; “attenatton* in *aerton es. 


Undoubtedly “thrs occurred noe onty tn "tive" one oe 
perience where’ destructive competition was Setup 
between the two groups, but also in the interactions 
which occurred during the T-group sessions where 
people teacted to eachother Ynevarrous Cegreess of 
openness and various forms of hostility and defen- 
Siveness = 2= Met process: witi ch was ftir mere 2cr 
in a controlled way within a rather artificial 
laboratory setting? ‘and then” eo analyze the -actrvity 
before acting again, provided an excellent opportun- 
ity for people to observe these processes as 
biologists, might ™=fo0k™ar the acts vaty Ona ‘Culture 
in a ‘test cube “The comments "or titese partrerpants 
seemeu to rerlece tits. 


"IT was able to see how easy tt ts to be 
altenated - and to see how easy tt ts to 
cause altenatton." 


One social worker commented that one of the most 
important things for her was to have demonstrated 
before her eyes during the group processes, the 
fact* that. 


"One ts able to do something about 
arienatton.” 


Another mentioned that an impressive aspect of the 
seminar was: 


"Seeing how different persons were affected 
tn thetr everyday lives by forces of 
altenatton - tt seemed to have very dtfferent 
effects on dtfferent people.” 
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Major Drawbacks or Disadvantages Associated 
With the Seminar 


Limited Scope 


All participants, when asked about disadvantages 
or drawbacks, emphasized that more levels of 
administration should be involved in the group 
sessions. By this they meant, persons such as ad- 
ministrators above the social worker and stenographers 
and ''all office people" below the social worker 
should also be in attendance at such sessions. It 
was common throughout the group sessions for both 
workers and recipients to comment from time to 
time, ''the most important people are not here." By 
this they meant the administration. 


From the fairly sparsely filled out question- 

naires turned in by administrators after the 

seminar, it appeared that some of them took participation 
in the seminar as an "official duty." On the other 

hand, some of the administrators were sincerely and 
completely dedicated to the process of improving communi- 
cations through frank discussion, and had to go 

to some extreme to provide enough time to be available 

at the beginning and ending of the sessions. As it 

has already been stated the administrators were under 
unusvale pressurei ate thisa timer duerto, peculiar pressures 
among the labour force in British Columbia which were 
adding to the welfare problems of the Province. 

However, whether this was the cause or whether there 

is a general lack of enthusiasm for a participative type 
of communi cationeséessions, Atlasiduftrcultetorsaye tne 
facts are that only five or six administrators were in 
attendance and, in fairness to them, it must be stated that 
the design of the confrontation was such that their parti- 
cipation was not asked for, for the other days of the 
session. Some administrators said quite candidly that 
they would have appreciated an invitation to take part 
during the entire four day period. This undoubtedly would 
also be true of other office personnel who were left out of 
our design. 


Little Follow-Up 


In the opinion of participants and social workers, there 
should have been more follow-up sessions after the seminar 
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was over, One tsocrad’ worker noted} 


"The semtnars were handled well but 

they left mecca tittle, depres@ed. eght 

was an unreal setting, and then to return 
to the day-to-day office routtnes was 
diffteult. I think we needed more 
follow-up.” 


This comment, which is typical of many, suggests 
that participants were deeply immersed for a short 
period of time, in the process which was not 
directly related to their regular professional 
activities. They were then given little assistance 
in adopting new ideas and new skills learned 

during the seminar to the needs of their regular 
professional routine. 


Ltt ‘Le Preparatory Information 


Others commented that there had not been enough 

advance notice of the seminar. By this they 

meant that a more complete explanation of the 

purposes and the processes to be entered into during 

the seminar should be provided for participants prior 

to their attendance. Unlike the study done in 

Manitoba, the seminar preparations in British Columbia 
were rushed due to the unusual pressures on the Department 
and the normal process of providing advanced information 
was in some cases short-circuited. 


Unequal Male/Female Ratio 


Another suggestion about improvement in the seminar 
wdS that\ there’ should be an equal distribution of 
-SexéesSay fim VS Morey typ lca .On WDOUI cle SUGCia. 
workers and the recipients to be female than male, 
and in the case of the seminar phe preponderance 

of females perhaps put some strain on communication. 
It certainly seems to be a good suggestion that 
sexes should be equally balanced for a seminar of 
this type. 


Uneasiness of Social Workers 
There seemed to be a difference in opinion about 
the effectiveness of the encounter in bringing the 


two groups together. Some social workers stated 
that at times they felt threatened. The recipients 
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had an ‘open season' attacking them without under- 
standing their situation, that is, that they were 
Caught between recipient and administrators. The 
recipients on the other hand articulated a profound 
and sincere sympathy for the workers' situation 

and showed that they fully understood the workers’ 
limitations. Many of the recipients felt the social 
workers' uneasiness was due chiefly to the absence 
of administrators during the bulk of the seminar. 
It seemed strange that the workers often did not 
sense this sympathetic attitude on the part of the 
recipients during the session. 


Non-Representative Recipient Group 


Most of those interviewed commented at some point 

that the recipient group was not truly representative. 
They pointed out that this group was chosen especially 
forthe ability of the individuals to articulate 

their problems and to become active in group activi- 
Les. Because: of this smost of the. social workers 

were a bit cynical about the possibility of broadening 
the application of this technique. Many of the 
recipients vobserved that the abilities of all recip- 
lents are as far-reaching as the ubiquitous "good" 

in people, and felt that although some others might 
not be Ssosearticulate, they could still be brought 

out of their shells by the seminar situation and con- 
tribute as well as gain for themselves. Most of the 
parcrerpants would like to see this tried again, using 
a traneomiy picked recipient group on a larger scale. 


We have tried to describe the reactions of the parti- 
cipants to the seminar both immediately at its 
econclusion and from the perspective of three to five 
weeks later. While an outline of hour-to-hour activ- 
ities does give some feel for what went on, it leaves 
much unstated as to the dramatic impact which was 
achieved. To this end we have asked a participant 

to describe in a rather existential way his recollec- 
tions of the seminar. This is contained an the 
following chapter. 
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IMPRESSIONS OF THE SOCIAL WORKER 
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CHAPTER IV 


IMPRESSIONS OF THE SOCIAL WORKER 


Because ot the experimental nature of this program 
it is difficult to capture on paper the full impact 
of what occurred. This is complicated by the fact 
that each participant seemed to bring different ex- 
pectations and experiences to the seminar and take 
away a unique set of recollections and new insights. 
To provide the reader with a typcial view of what 
went on, we asked Mr. Owen McCooey, who is a social 
worker in North Vancouver, to describe from his own 
personal point of view what went on within him during 
the four days of the seminar. His account is repro- 
duced, unedited, below and will perhaps give the 
reader a more vivid impression of the encounter 
sessions than could be achieved through statistical 
tables or a long series of quotes. 


Impressions of Social Worker Owen McCooey, North Vancouver, 


British Columbia. 


She touched my head at breakfast. Moments before I 
had felt apprehensive about the rush of feelings I was 
having about myself and other people. These feelings 
were in sharp contrast to ones I had before the 
seminar. 1 responded to her gesture in a natural and 
open manner and smiled in appreciation for helping me 
when I most needed reassurance. 


I was the last person who felt alienated. I could have 
easily pointed to other poeple who I felt were alienated. 
What I became more aware of during the course of the 
seminar was my own alienation to myself and in turn to 
other people. I had always been a cautious person 
never allowing my true feelings about myself, other 
people and situations to surface perhaps for fear that 
I would be cast in a bad light, or be embarrassed or 
be hurt. I knew how to respond to people in an aloof, 
reserved, and controlled manner. However, the people 
at the seminar forced me to face myself openly and 
honestly because I felt everyone involved in the 
seminar had committed himself with sincerity and trust. 
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"Who am I'' was an exercise that caught me by surprise. 
Do you mean I have to write down ten points about 

myself and show them to all the people in this room? 

I can't do it. What will people think? Look at them 
writing away. Time is almost up. I have got three 
points down. Surely I must have some more points. If 

I move fast enough maybe they won't be able to read them. 
I can't stand people making tun of me. Oh come on now 
you don't#havetto i réad?i #79 'Hey | Sthis © isqtooemuchy 

there ate*three!péoplé reddingommeée) (sThey-areIsmiling 
at me. Just a’minute I didn't 7finish*reading*yours- 
Just think the psychiatrist said he is neurotic. I have 
to find out how she describes herself. Oh, that's not 
how I thought about her. I wish we could talk. This 

iS) (run. 


I] have to°stare into my ipartner'steyes 71S] suré*wishtl 
could look away. What if someone saw me. I just can't 
hold my eyes in one place. His eyes are sure small. 

I wonder if he feels as embarrassed as I do. I have 

to shift my eyes. Its like a game, each time I shift 
my eyes '‘héismilés? ‘One'*point for-histsideo> Time's*up: 
Boy that pool looks great. I wonder if we are going to 
do this kind of thing morning, noon and night. 


What? How can you talk to a person when you are back 
to back. Turn your head this way I am talking to you 
from this side. I still feel embarrassed. You do too? 
I wish I knew what to say. This silence between us 

is hatde, > WhautoWer> (kth iik soe 


Now what - hold hands and stare silently again. -He's 
not going to make any points this time. I wish I could 
stop my grin from twitching at the edges. 


Now hold hands, no talking, and close your eyes. My 
arms feel more relaxed. They are not as stiff as they 
were. © ‘He's’ gota ‘fiem igryp. °-Hifsthdaids' “are rough od I 
wonder what he does for a living. 


I din't want to talk first. I'm glad I wasn't chosen 
to tell the group how I felt’ about the exercises. What 
am I going to say when my turn comes. You felt that way 


about Te? ©Sodvegds I'll have to remember that one. 
It's my turn. I felt awkaward and embarrassed, but I 
felt curious and interested in one exercise and - time's 


up - but I have more to say! 
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Dogyet eeeirasstired asWicioe? } duthinkoi441 go for 
a swim before supper. I don't know why but I feel 
I have concentrated really hard. It's just like 
the pressure I felt writing final exams. 


It's funny I didn't really want to come to the 
seminar, but I am glad I did. I wonder what we are 
fomng to do tonepht? 


I wish he wouldn't explain things so quickly. I 
don't really understand that last point. Feedback! 
I wish everyone wouldn't raise their hands and say 
theywunderstand: Tl#don't#eeWhen, Astelis®#B how®he 
feels about B-is feedback? I don't understand, ‘but 
I'll put my hand up anyway. 


The red group will meet in room 11 and the green 
group will meet in room 14. 


I can't stand sitting on chairs. I may as well take 

my shoes off and sit on the floor - it's more com- 
fortable, besides we'll probably be here for a long 
time. I wish he would shut up! If we want to be 
Silent and not say anything let's be silent. Its 

funny how some people have to talk all the time and 
Can teust Sa tusrlently. el wish she'twasn*t*so inter 
ested %in trying to get*the* others to>talk]*She*s 

gust baitang her. Nowshe isin ‘thecaét ocelbadon' ¢tizke 
him. I wish the group leader would say something. I 
like the white stones on the roof across the courtyard. 
The sunset is really beautiful. Maybe it will be 
sunny tomorrow and I can get some more tan. I knew it, 
egg the group on, make them feel bad for having hurt 
your feelings in not understanding feedback. Come on 
yaumpuys , @don'trbessucked, iiuby (his dct. Helis tdeing 
it on purpose to make you mad. I thought so. She 
can't stand to have her fingers smacked. Well go ahead 
and ask him to explain things, but he won't. 


What do you mean - just because I am sitting her 
quietly and feeling relaxed doesn't mean I am holding 
back. I don't understand feedback, but I sure know 
that what you have been talking about is not feedback. 
You haven't told me anything about how you feel. Why 
do you always start your sentence with you? That 


doesn't tell me anything. I wonder if I know what I am 
talking about? The group leader doesn't seem to be 
listening. I wonder if he is upset about what I am 


saying. I'll play it cautiously and say I don't under - 
standifeedbackey but pethat way *l tcan’ t ibe tcriticized 
because I told him I didn't understand. 


on 


Now I want the green group to form a circle around the 
red group. I want the green group to give feedback 

to the red group and the red«group,is not»tosspeak until 
their tarne 


I'll have to remember this, this is a good way of com- 
municating - one person speaking at a time. 


I really teel>taved,a1;wondery ligtteresicganyamore bcer 
in the fridge? 


I felt, ,oursgroup ss. (remembersyou' re,notesupposed, to 
judge anddémaké’ opinions), givmeangs boie lt Ihdadntihundes- 
stand what feedback was all about, but I feel I do now. 
I feel good and I feel I have learned something about 
how the other person feels towards me. I wish I could 
talk faster. I must sound like a record slowed, right 
down. I hope I am talking feedback. 


I walked with the others down to a room for coffee and 
beer. | Imfeltygood* insidepogictettpcloserbeo the) peeple 
at theoseminarsandyiydidn'tifeelequite.sosthreatened 
by not knowing what was happening. I felt the group's 
feelings had changed from caution to open mirth and 
fun. 


I couldn't.get to’sleep right away.,-1I felttired,and 
wanted to talk about how I felt. 


I somehowyfelt ‘different )firomsethe spastaday's»intense 
experienece.| flwdidn’ t véieel the ineeddtothold backoskfekt 
good about being open and iess on guard, and I listened 
to thexothersytalk about how )they :feltwandgitywas- good 
to know that I wasn't the only one who was sharing some 
of theinbthoughts.iai nevlonger gellggthemecdnto. thank 
about doing things and saying things and felt more con- 
fident about being spontaneous and natural and to hell 
with whether or not I looked or sounded silly in doing 
orsayangewhetwiaidida, J tstnoteri geht not to care. You 
have to cCazel. guaHoweven, thesspontaneity -thatal ghel Eiwas 
a positive spontaneity and somehow the principles of 

the exercises, that »weresqurekly exphbained,, came back. to 
mind and I realized that I had been applying the princi- 
ples unconsciously. 


I was great to think that today is the first day of 

the resti of: mmelitée senbttossedithatiyareund befere Lyaeoulkd 
get to sleep and got up and looked out the window at a 
fieldhaand ‘aththe yvextynin ytheodisitance thinking jthat 

this is really great. Why walk around burdened down 

with all the bad and negative things that have happened. 
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Don't walk looking back over your shoulder all the 
time. LOOK AHEAD. Enjoy the here and now. Act, 
critique, act. But you can't be spontaneous and 
positive and act on your feelings. It's not right, 
but if you act, and it's a bad reaction, then learn 
from it and be prepared to act more positively the 


next time. Then I can enjoy the here and now. Why 
noth live sgoteetodgétivsonme tsleep.) .'wennever felt 
so good and so tired at the same time. I feel great. 


What are your strengths? You have three minutes to 
tell your group what your strengths are and then 
listen and don't talk while your group takes five 
minutes to tell you what they feel are your strengths. 
i hope olimemoti-therfirs t tone. What: am: going ‘tio 
SaysOOk Can omy think of two things». There» musit tb'e 
more. Please somebody say something. Who's going to 
be first, I must have some strengths. What am I 

going to say for three minutes. Good she started. I 
really like her. She's stuck. What are your strengths? 
ltisure sesragiron giethnee amrniutes!.’ « Whats.am! I going: ‘to 
Saye re never thought of that one, I'll° have to re- 
member what she said. Well, almost everyone had had 
his ssurn.'"lhere! isino way out.. dA mayuas: well go 

nex t.woa ive: un outta meady.. yWhat are) your sitrengths ? 
a. JUS la minwutel,. ogiverime) <al chance ctio thinks; 1 hriyies- 
Iim going eo ‘havelanother) cagarette. ? Do you really. 
see me that way. I have to listen and look at the 
person in the eye. I wish I could stop shaking. Is 
this the way you feel about me. I didn't know that 
people saw these things in me. Perhaps I don't have 
tomery so hard to impress people. But it ds, a cultural 
no, no, to think about how good you are and what 
strengths you have. It's funny I feel embarrassed 

and yet in the back of my mind I was always aware of 
my strengths, but never thought about them. If you 
ask me what my negative points were I could sure tell 
you. 


After this exercise I felt close to each individual 

in the group. I felt more aware of myself and I was 
amazed by the group's strengths, skills, and talents. 
Lecould jammy think backistommy) firstidaymate the; seminar 
and how I had wiped out with a glance and dismissed 
some of the people for some silly and superficial 
reason. I wouldn't have even bothered with them and 
all of a sudden I was very much aware of how beautiful 
they were when I took the time to look carefully, and 
find the good in each one of them, as they had found 
something good in me. I had to reappraise my former 
nit-picking ways and concern for my faults rather than 
making use of the strengths I possessed. Il couldn't 
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believe people felt so much good in me. YOU, YOU THERE, 
SEE ME 


Somehow when the two groups gathered after this exer- 
cise to listen to one another's feelings about this 
experience I felt a numbness about the room. Laughter 
broke out ‘overinothing,! but itiwasitaacditiferent .kend 

of laughter ;<iajoyous, deep, a withtartdgheartyekindt A 
kind: of haughter “Lichad mewer theardRontenpenuenced: 


When Lb wernt? to sb edich icouldn ti iget seo gsikee again ays! 

got up and I had to talk and I| felt good about opening 
up-and -teldang others how ub veditidwy Ui idaidm nethinkg about 
it, .buteesard what Ibife lite? ly cthoughtethow nuch bertten?) 

in an office or family situation, everything would be 

if we'd let others know how we postively saw one another 
rather atham constant lupicking scout ythelpernsom is) icritical 
points. How much more could be accomplished by a few 
words of praise and the passed on effects of the praise 
to others.: I felt more good ‘could be “and ‘can ‘be 

accomp!l ished! | Today: ais. therttawst tdaytfofiithesrest fotipy: 
pitas) 5 


I felt excited aboutiithe experiences) of tthiisiseninan, 
but felt afraid that somehow it was only real in the 
seminar setting and it would be back to the old 
attitudes and realities of the past when the seminar 
was over.) 49 desperatelys wanted tornbe lablersto put) mmto 
practise what I had learned. I wanted to hold on to 
my happy sense of well-being and how IL felt towards 
other? peopileifor asylong) as. dh could. 


You must be kidding? Why did you mark your line so 
close to: therbeganning.| bavifeel whet sp wher ere an 
right now and I feel excited about what is yet to be 
accomplished in’ the Guture..(9do feelp ds haves only gust 
begun. 


Somehow I surprised myself that I really knew all 
along where I was at and what I really wanted to 
accomplish. I had always wondered about where I 
wanted to go in my working world. Did I want to be an 
important and successful person at the end of my life? 
Did I want two cars, and a fancy home with a swimming 
pool? When I wrote my autobiography it all came out 
Spontaneously how I defined my own success and those 
things I would have liked to have accomplished. Again 
I felt good about this open and natural and spontaneous 
confrontation with my feelings. I hoped I would not 
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think about my feelings, but rely on them in future. 
I felt more responsive towards other peoples glathekt 
a lessening of my former preoccupation of thinking 
and prejudging the things I said and did. I felt 
good about being spontaneous. 


igs Experiences. 

a se hange a “do. well. 

wee things htdo spoorily . 

4. Things I would like to stop doing 

See Things Wh would! dlbke co tdo: wel. 

6. Experiences, I) would like; to: have. 

7. Things to be realized. 

bee hie Sethae Tawould like to startiedoing. 


When I was asked three questions and I was required 

to give short spontaneous answers to them, I did not 
have to think too hard about them. I said what I felt 
and I felt a new sense of perspective and excitement 
about thinking in a new fashion, thinking in the here 
and now. 


WWoday! tettive: firs miday of whe wrestiof 
my tt fe! 


It was a simple task, a competition between the two 
groups in which individuals were chosen to fill certain 
positions, and in a certain designated time limit select 
from 40 questions, 10, ‘put? ithem im the order of impor- 
tance as seen by the group. 


The group was alone in this task and the group leader 
wasn't present. Instant bedlam broke out. Everyone 

had a plan, a point of view, or an opinion as to how the 
task should be accomplished. Everyone was talking at 
once and then shouting. Hostility and tension started to 
build. Suddenly, everyone in the group realized that 

all the things we had learned we had forgotten - thrown 
out the window. I remembered that we had been told that 
the seminar was in a sense a microcosm of the welfare 
system. With this realization, and time running out, we 
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worked out a way of co-operating with one another, 

using one another's skills and strengths and accomplished 
the task as a group which we had been asked to accomplish. 
This was an experience that made me feel humble because 

I realized, as spokesman of this group, how difficult it 
was to lead and yet at the same time to be aware of each 
individual's: feelings: inthe) yroup.4 dsa@isorge le happy. 
for having this experience: becaus Gimit iwasr hie: Sigs t atime 
that I had a’ ‘chance to ‘put’ intosepract nce what yihad 
learned. JI had been afraid that when the -time came to 
leave the seminar that I would forget what I had learned. 


Friday, ‘the ‘Lastiiday ofthe) siemina tH, dijydiidn Sty wan ti fGo 
leaves...“ feltihi gh oe dT want edittorknonet haawhet eehad 
learned I would retain and use when I went to my ordinary 
day-to-day routine. I was afraid that everything I had 
learned would be swept aware, bit by bit. The confronta- 
tion with the world outside would tell. 


I wondered how the administrators would respond to the 
sensitivity iexenmamsies.. 7 th aielite ire duct anitiptomenpos e.iny 
feelings! in front of them by going through thesexercises 
with them. » Iy»wondered af they would, pass jthem off, Inghtly 
or make fun of them. I questioned whether they would 
understand and could catch a glimpse or a sense of what 
the seminar meant to me. Again, my reserve was up. 

I was judging their reactions to see if they would be 
approving or disapproving. Bit by bit, however, I did 
not: ‘reace"te. themeasenemaeuth posmeronss: but cl ehete re- 
spect for them for having come to the seminar and parti- 
cipated asffreelymas they edad syeietel!t thege et (his) nad 
been a valid experience for me then 1 should not invali- 
date the experience by not being honest and direct about 
theviexpression. of mp sfeed mgs, stAgain -roupi-pressure 

and my general elation about how I felt quickly removed 
any doubt or reserve from my mind. 


I felt it difficult to leave the seminar when the time 
came ‘to sdo solo vel was -fee Limp goody ail wfelitwehos evito 
all thespeople that bahiad) met: 


I wondered if I would have a rough experience returning 
to’ the icity io1B wanted tovhobdron toymyugood cteelings <foxr 
as long as possible thinking that within a few hours I 
would be back against people and situations that frus- 
trated*me.’ “F*wondered rfl couldpretain: what tiyhad 
learned and use it in my daily life. 


Three weeks have passed since the seminar - I find it 
difficult to describe exactly how I feel or what has 


42 


happened to me. Something has happened and the differ- 
ence 1S not quite as marked as the before picture of a 
fat man who in his after picture is skinny. 


I am waiting to cross a street and a child in the back 
seat of a car is looking at me with a full and comfort- 
able gaze. I wonder to myself what has inhibited me in 
findinpe yt “di hhrtuliti to be abire! to: do':so mow. * Tovthe 
child, it is a natural response. The light changes, 
the car moves on, and I am sure something else will 
interes the:'ch id's! gaze. 


I feel happy at a particular moment walking in a busy 
section of the city and I am suddenly aware that my 
eyes are neither up or down, or sideways, but looking 
Straight ahead in a comfortable way, occasionally 
catching the glimpse of other people's eyes and I am 
surprised and amused that they shift their eyes. 


At work, if a person or situation frustrates me or makes 
me feel angry now, I feel frustrated or angry at that 


particular moment. I do not find myself accumulating a 
dayload of frustrations and anger at the expense of all 
other experiences. I find I am accomplishing more) work 


ancomt ne more work 1 ~accomplish,-the better. 1 feel about 
myself and my abilities. 


Peranc itedmtfticult:>to live in’ the here and now and 
experience life as a moment to moment experience. I find 
ier rreulteto break old habits, old thoughts, and ‘old 
Ways Or doing things. Yet I find myself asking myself, 
how do you feel? Quite often what I am thinking and 
feeling is quite different from what I am doing or 
suppposed to be doing. I find myself listening to some- 
one else. I find myself eating a delicious meal and 
thinking about some situation that bothered me hours 
before and letting myself get carried away on what I would 
have done and all at the expense of the enjoyment of a 
delicious meal. 


I find myself recalling things from the seminar such as: 
ways to be towards each other to facilitiate growth. 

ie iResard (net indifferent ) 

2. Empathy (active listening) 


3. Congruence (similarity between feelings 
and behaviour) 


4. Genuineness (meaning what you say) 
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5°. Opennesiss (damectmarepor te oi feelan gs) 


6. .Confrontatwon Anotdeti.otherp peopl erkid 
themselves) 


7. \Respecting the others" separateness 


not in point form, but in terms of reminders to myself. 
You are not being open. You are not saying what you feel. 
Your ‘feelangsaiarendrtferen ts fmom youm behaviioury.em these 
reminders: come to mind in given satuataonis! andres fand 
myself applying them, sometimes awkwardly and sometime 
confidentially with positive feedback as a consequence. 

I feel a bit naked because there is, no escape in the here 
and now. I find it more difficult to return to the past 
or escaper into) ithe futuner 


I feel awkward and. unsure of myself, yet there,as a 
feeling inside of me now that I am responding to more 

and more and that is saying - WOW. - this is fantastic - 
to feellattaldystimeso togethernas: @) person, it omfeed? that 
today, but more in particular, this moment is indeed the 
first moment, the first day of the rest of my life; and 

I sfeeiigreat . 
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CHAPTER? *\V, 


FINDINGS 


The radsow d’etre. otis hiise’s tudy wasirfounde d. ion 

the assump t 1onmbhate qth seadat ficult: forimpeopile- to 
answer ‘quickly about a problem .as complex as a 
welfare system. We, therefore, spent much time 
developing trust and good communication between 

both social workers and recipients in the hope 

that through this process would emerge, at various 
times and in a variety of ways, clues to what 

could be doné Go ‘reduce! alienation. Thais? chapter 
will therefore not be typical of research projects 
which have a more formal structure and, in a step- 
by-step procedure, answer a given number of hypo- 
theses as true or false depending on the way the data 
has fakblen. Weshave to be more impressionistic, but 
I believe that» through the impressions that will be 
presented the reader will gain a better perspective 
ofS "what is wrong’ with “thes sysitem and, therefore, 
how reduction to alienation might be achieved. 


One precautionary note should be made. It is impor- 

tant that owe notutake atetdace’value people'istsuggesc 
tions about what is really wrong with the problem. 

What we are attempting to do in the following 

chapters is draw together some important themes that 
emerged, often in a tangential way. Later we will 

attempt to develop recommendations and hypotheses for 
future studies so that these concepts can be explored and 
validated. 


How Does A System Alienate? 


Graphic presentations of how the system alienates are 
presented from two very different sources. The first 
is a description by a recipient of an incident which 
alienated her. 


"Pirst, I must say after this sesston here, 
this will not apply ever again to me - Now 
I knowswhoetiam! 


Now, this ts what took place and has 
continually happened over two years. I 
walk two miles in a state of depression - 
again, I must ask for some help. Enter, 


45 


elimb statrs through government butlding; 
watk the hatl with arrows plainly marking 
way to welfare. Tell elerk who DT sam) for 
the umpteenth time; seated tn hall, Knees 
pulled up so people gotngl@miand out, 


passing otll not step .on mes. ior vime, 
called by name - loud and clear - to go to 
SO and eo room. This room tenagiways To rme 
down at the fanitendkwyf thei dLonginal. 
Result - I'm humtltated, dtscouraged and 
angry - ready to do battle or scream or 
ery. Overloaded worker wants to know what 


do I wamtawiel! duizke tomeay, bicto, Deiback 

to work;vany kind with a wager big enough to 
take me away from here forever.’ I hate 
you! andiiiviare wrex You can go to 

But, Iobury this) andifind: myself whining 
out myonieedy bey tata cto thi ngs -fory thei kids or 
whatever. 


Outcomes folder, weheckoffodts =i Yes,o TL 
ean i- No, I ean't; little bits of conver- 
sation, tnterrupted by one or more phone 
ealtls.) »fhenvback dowm theadong hatd. and 
home to take out (by now) rage on family, 
the dog or any other poor soul who happens 
by get build up alienation, 


The second instance was reported by the supervisor of 
interviewers for this project who, after talking with 
both social workers and recipients about the seminar 
some three to five weeks after it had concluded, wrote 
as part ofi his’ reports. they mo llewang) siec Girone 


"During the tnterview, the rectptents had 
many observattons regarding the atmos- 

phere of the welfare offices themselves. 

We were able to verify thetr observattons 

tn our vtettse to the ofpflrees wo see. ene 

soci aisvorkers .meil’vmesure thatichenos feces 
were destgned by Franz Kafka. A counter 
divided the rectptent's watting area from 

the mass of desks strewn with forms of all 
colours. People are greeted at the counter 
by the sourest faces and the most beltgerent 
of tonessin- "Whats dotyou want.) athe 
rectptent its then tnvited to stt on the bench 
for several hours or days and ltsten to the 
meantngless chatter of the offtce workers 

who are constantly telling welfare jokes (similar 
to Poltsh jokes) or making such statements 
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aus "Look at this application. With his 

assets I'm wondering why I don't go on welfare. 
(chorus of ha ha ha's).' The recipient ts given 
the tmpresston that he is committing a erime 

by applying for assistance and disturbing the 
routine of the office staff on an otherwise 
sunny day. In contrast to this we made two 
vtstts to a drop-in centre called Frog Hollow 
where wvectpients meet soetal workers in an old 
house and seem to face each other as equals 
with no desk or counter dividing their worlds. 
At Frog Hollow applicants recetve advice and 
counselling from other recipients as well as 
from the etaff (who are indistinguishable from 
reciptents in both dress ‘and attitude). ~The 
soetal workerywhom I interviewed there felt that 
one of the btggest problems of the welfare system 
was the separation of assistance from other 
communtty activities. She felt that reetpients 
shouldn't be differentiated etther in name or 
process from the communtty recetving services 
as awhole. At Frog Hollow it seems to work." 


Basic Problems of the System 


We asked participants what they thought was the basic 
problem area in the system. Table 5.1 reveals that 75% 
find the basic problem to be the social attitudes 
which create the ideology of the system. We conclude 
then that the social workers and recipients for the 
most part see the roots of the problem in the attitudes 
of the community towards people on welfare, and that 
the only other major contributing factor is the way the 
system is administered. 


As part of the confrontation procedure, the participants 
(made up not only of recipients and social workers, but 
also administrators) were asked to develop important. 
issues or problems facing the system and the people in 
it. In Appendix A, a complete list of the 40 problems 
is recorded. Later these 40 issues were ranked by 

the participants and the following ten topics received 
the highest ranking. They are given in the order of 
their importance as viewed by the participants. 
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Top 10 Important Issues (Problems) 


According to Participants 


i Need adequate number of staff with 
SENSTEIVG CY = FOr *peep les 


Nh 


Intérpét the*delivéery »0f"ser vai cesato 
the community. 


- most people have skills 
they want to use rather 
than get welfare. 


Si Improve the image of the welfare 
recipient: net’ freesgioade r®= -2nd 
class bums). 


4, Get as much stability for children 
in a foster home as possible. 


Se Deve Fopmen t°6f *fes ources in Ythe 
community. 


6. Eliminate overlapping services. 


vhs Case loads are too larse especially 
with all the paperwork. 


8. Lack of personal “interést of “social 
worker for client - just another number. 
9% Use’ of "S taff’-“whenlto.useut rained 


staffffaids , ’recrpientss 


£03 Refined way of ‘consul ting? fred d@statt 
when policy decisions are to be made. 


“pives meaning to*five Pdestaffi: 


These topics “appéar to focus” on’ three majorufea tures 
of the system. Most commonly mentioned are admin- 
istrative™?sstiessuch asthe mumber of .jtatigoathe 
stability of@foster homes 720V 6 lapis env neesr, re tel. 
Therefore,"we might’ concludey that®’.the participants 


see the’ most’ important “’ssues*ase changes an: admanis- 


trative” polvcies ‘and procedure sit Thatstas a0 te/amcon - 
Sistent with Saying’ that the’ roots of the problem 
are in the communities' attitudes. Certainly it would 
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appear that while attitudes may change over a long 
period of time and they do present some limits to 
which administrative innovation cannot accede; the 
immediate opportunities for revision in the system 
appear to lie within the scope of better administra- 
tive pr@ev1ces« 


The other two features of these top ten issues are: 
the humanizing effect as represented in a staff 
"with Ssensitivaty for people," and “lack of personal 
interest of social worker for client"; and communit 
image "interpret the delivery of services to the 
community,'' and "improve the image of the welfare 
recipients.” 2-These two issues suggest that in the view 
of the participants it would be useful to provide 
more human relations skills to staff, and to embark 
on a program of community education to tell John Q. 
citizen about the services of the welfare department 
and the people receiving the services. 


The Administrator 


Administratorss didgnot play a)largexpart: ascparti- 
cipants in this procedure. They were there on the 
morning of the first day and the afternoon of the 

last day, and were represented by only five members 

as opposed to the 12 recipients and 11 social workers. 
The results then must be taken as suggestive, but 
there are some interesting areas which bear further 
investigation. 


The most outstanding differences in the ratings of 
the clients and administrators are on the following 
issues: 


"There ts an age barrter to gettting 
jobs or job training for older people." 


"More free recreation services for 
children who can't afford them." 


"Imposstble to transfer foster 
children from one district to another." 
"an old, expertenced eltent should 

be made available to elvents 
applying for the first time. 


” 
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These issues, which are more concrete in their nature, 
were rated much higher by recipients than adminis- 
trators. ®*Génerally Higher ratings were given. by 
administrators to more global types of issues such 
as, "Improving the tmage of the welfare rectptent 
(not free loader, second-class bums)." Perhaps one 
of the great: skills of administration 1s to beyable 
to see issues®broadiy and; ,atythe}sameytime} have 
precise understanding about concrete details of the 
system. Recipients, however, do not have any com- 
plaints about administrators. Their general reaction 
to administrators was "big men'' who are essentially 
helpful and benign in their relationship with the 
recrerener 


The social workers, on the other hand, feel a lack 

of communication within the Welfare Department. 

Their comments and suggestions imply that they believe 
administrative procedures could be improved, not only 
for a more pleasant working atmosphere but for a more 
efficient system. 


"The soectal worker has to feel that he ts 
a part of a team, part of dectstion making, 
and everyone in the Department should 

be free to question procedures." 


"You have to feel that you have the trust 
of your supervisor to do a decent job." 


"The admtntstratton does not clearly 
define areas of responstbiltty and 
expectatton. The conftdence of the 
worker and the way tt ts measured 1s 
equatly hazya” 


"Less bureaucracy and red tape should be 
tnuclved between vartous levels tn our 
Department." 


"We need to open the lines of ecommunt- 
é Pp 
Cattonn” 


"What ts needed ts to tmprove communt- 
catton, leadershtp and the general 

organtzatton of the Department. With 
better administration, there would be 
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more tnteraction - that is, two-way 
communteatton based on reality rather 
than just gtving lip service to eliches." 


"The Department should be broken down 
into elearly defined functions." 


These comments seem to suggest that better inter- 
personal communication and clearly defined functions, 
along with functions for workers and methods for 
evaluating these functions, are desired by the social 
workers. An example of what seems to be symptomatic 
of a need for-better communication.is the fact -that 
many social workers commented on the fact that admin- 
istrators don't have a clear knowledge and under- 
standing of the volume of work social workers are 
required to do. While this may or may not be the 
case, it is the perception of many workers. On the 
other hand, administrators give third order of im- 
pomtamrce toimthe ,issue “lack of personal interest of 
social workers for clients - just another number." 
They rate this higher than either social workers or 
recipients which suggests that they place some blame 
on social workers for a lack of personal interest. 
Again, whether this is true or not is not an important 
issue. The fact is a lack of understanding and trust 
is felt between these two groups which must come from 
a constriction in free communication between the two. 
From evidence such as this, one of our recommendations 
in the next chapter deals specifically with the need 
to improve communication between these two important 
segments of the welfare delivery system. 


The Social Worker 


The social worker finds himself at a pressure spot in 
the system where, on the one hand he must satisfy the 
requirements of the administration and, on the other 
hand, he feels an important need to help recipients. 
These antagonistic forces in the social workers' ad- 
ministration are heightened by the fact that the © 
worker knows his employment and economic welfare is 
dependent on him functioning within the guidelines 

set down by administration, yet he has relatively little 
contact with administration. The major segment of his 
time is devoted to face-to-face dealings with recipients 
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where the needs are obvious. The discrepacy between 
the requirements of the administration and the 
perceived needs of the recipzvents Tssone “of ‘the 
frustrations voiced by many social workers. One 
worker comments, 


"The structure tse as frustrating’ to 
soctal workers as to rectpitents. When 
thee dcval worker Isayajye' nay (at te 
notthtrevdectestone™ 


Many recipients seem to be aware that social 
workers are trapped between the official respon- 
Sibilities of the welfare system and their human 
respons ibilities to recipients 0 wre tsitate d trom 
this way: 


"Soetal workers’ hands are tted up 
by admintstratton and by the reciptents. 
They are tn the middle." 


Probably the most important factor in this contra- 
diction of responsibilities arises because of the 
social worker's strategic position within the 
Welfare DepartmentHe The worker fssimpiwortly tex= 
pected to ‘perform two functions - first, that of a 
money giver and, second, that of a counsellor. The 
social worker finds that one function can undermine 
theother : 


"Mixed functtons undermine the 
self-respect of the social worker 
and rectptent." 


From the point ‘of view of the reciplémtsion tt asamn- 
possible for them to express a sincere opinion if 
they have a constant fear of losing money when 
discussing their problems with the social worker. 
One stated it in this way: 


"Eligibtlity to recetve money should 
not be dependent upon tmpresstons 
from counselling." 


The very nature of counselling requires that the 
person in need of counselling have the sympathy of 
the-couhsed lors ( Inpsyechiatric practi ces) thas 
relationship cannot be exploited except under ex- 
treme conditions, even in legal matters. Therefore, 
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a psychiatrist will not testify about information 
contained in a therapeutic interview because this 
information is privileged. The other extreme is 

the one in which social workers and welfare assistants 
Pind thensel ves’ «-s =8 netitondy ames they. ito: divulge 

cher wrormna tion through the morecordin a butgian fact, 
have an obligation to the system to change the amount 
of money given to the recipient if he is doing some- 
tire thle Ga Ss® Va pannsit: regulati ons. "ind ted sweasy! to 
eee that “such a double functiom makes! inte.wartually 
impossible for the social worker to be a good coun- 
sellor and at the same time live up to his responsi- 
bilities to administer state funds to recipients 
according to regulations. 


Table 5.2 summarizes the results of the question we 
pute vorunep articipanitsin oWoterithay ithe majonsatyot 
the participants, both social workers and clients, 
are mttiavourv ot tdiava ding! vtha si sfiutret' Loni? » bihe) pars 
trei pants@agreed ‘t.c) theisepara tion rforssuch jmeasons 
as. "It removes the tdea of welfare being gust a 
cheque", or "It leaves soctal workers to counsel 
Fanercecs unos nedd Mt mosty" lon, “Lidgi bidity do 
recetve money should not be dependent on impressions 
from the counselling. Money gtvitng ts mainly a 
eleriecal task." The social workers who were in 
favour of this division had many of the same kinds of 
comments. They added the following considerations: 


"Soetal workers are not trained for 
budgeting." 


"The divitston of funettons would free 
soetal workers to work more closely 
wetnee tents.” 


For those who were opposed to the division of function, 
the major reason was that 


"Soetal workers know what the money 
needs are because of their tntimate 
knowledge of the person's case." 


aidy dsnworel Social workerapa thie, 


"Money gtving could become a cold 
thing tf handled by clerks." 


Social Worker Training 


Another problem which emerged during this study 
was the inadequacy of social work training. 

All participants we questioned concluded that 
there needed to be an improvement in social work 
training. <All recipients and some of the social 
workers felt that social workers should he pro- 
vided with 'More on-the-job-training."’ Recipients 
emphasized that social workers should have more 
personal ‘experiences. ‘For; exampile,!’ they: said, 
"Workers' should live as we do on welfare for 

at least one month" or, “Workers should spend 
time as observers tn all levels of the welfare 
program... lt israntendés:ting to Note) ithat:tthe 
recipients) saskex thom fmproved ieducatironmo® jada 
office personnel, because of the importance of 
these. mc lerical! peoplerto tthe srecipaeniteiduriayg 
his first contact with the Welfare Department. 
As! oneM@recipient put at, “Office people create 


barrters first - they do damage unknowingly. 
This happens before the rectptent even sees a 
socitakmorkern wey “tnaratimey tne weciuptents are 


hostile to the enttre process and they reflect 
this on to the social worker when they meet 
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The social workers,because most of them have 

had training in social work, have more precise 
Suggestions about how education could be improved. 
the majority of suggestions related to the 

type of training *they received during, the seminar 
which “may -emiysshiesa shiakotte tf ectsofacthat, oxpena - 
ence or May?) din tiact. besa: ale pit Matesisug gestion 
for-1nprovang, social work training. At ithe 
present -times7at least: tone! isichool:tofysocral work 
(Calgary, Alberta) has moved toward heavy emphasis 
om Txgroup! lprain ing tan <preparation formean MjS.W. 
The workers suggested, "We should have senstttvity 
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tratning.” or, "We need training towards counselling, 
parttcularly in group sesstons, and towards better 
techniques for public relations." There were also 
Suggestions which implied that continuing education 
was important if professional social workers were 

to remain flexible with the constantly changing 
social situation. This is merely a trend seen 
through all the professions, suggesting continuing 
education as a prerequisite for continuing usefulness 
as a professional person. 


The Recipient 


For the recipient, the community with its pressures 
and prejudices is his greatest source of alienation. 
Recipients and social workers are very much aware of 
thisbfactaiasiiilustratedsinaT ablienSe3+oIne the® words 
of one social worker, "We are econdtttoned to think 

a@ person who tsn't working ts a 'bum',so reciptents 
feel that way too." Unfortunately the present welfare 
system isn't perceived as doing much to rehabilitate 
people who legitimately need a hand to get back into 
the mainstream of society. Their perceptions of how 
the system works are contained in the following quotes: 


"ALL-you get ts a cheque, that's no 
answer or help to overcoming your problems." 


"People aren't encouraged to become 

more efftcetent tn the areas where they are 
most skilled or talented- The stigma of 
betng on welfare makes them think that 
they are useless.© It's ltke a steknesse.” 
"The system makes rectptents relinquish 
finanetal responstbility because we treat 
them as tf they cannot be trusted and 

we take most of the responstbility out of 
thetr hands." 


"Just the very fact that you get a handout 
from welfare is enough to keep you down.” 


One of the major alienating factors appears to be 
the motivational and attitudinal effects of getting 
ground-down by the welfare system. One recipient 
put it this way, "You become discouraged, frustrated. 
After a time, you're unsure tf you can hold your 
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own tn the communtty when you've been on welfare." 


Another stated, "The harsh, unrecepttve attttude 

of welfare offtetals makes you feel low and 

degraded and you start belteving tt. No one really 
belteves we'd even try." Just being on welfare 
makes obtaining employment even more difficult. 

As one recipient pointed cnt, ‘Sity ow wor Fico we Jon, 
a black, mark, te, against yourightisoyfiy the bat 
because you've been on welfare." Because the 
welfare system is primarily geared to giving money 
to those in neéd, rather than working at the pro- 
blems which, if solved, would provide the person 
with an avenue of escape from the system, recipients 
develop a passive impression of themselves and 

their; dafe; sa tuataion.ge Aseonesistatesie WYougetiaihe 
tmpresston that you're not needed. By that I mean 
you're not encouraged to become useful." Deserted 
wives who form a large group of welfare recipients, 
feel that they have to make a decision between their 
family and the stigma of welfare. 


"Your destre to keep your own family 
together traps you on welfare and the 
sttgma keeps you altenated." 


For some, long term existence on miminal income 
causes motivational collapse. 


"You get tnto.such a towvincome rut 
from which escape is difficult. People 
juspegrvequpn” 


All these motivational factors are picked up or 
inferred by recipients from the way they are treated 
both in the community when they apply for a job, 

and, perhaps even more importantly, by officials 

of the welfareysystems«4 A gilarang exanphe of) thas is 
the fact that a senior official of the British Columbia 
Department of Welfare, was quoted in the press as 
referring to people on welfare as "Deadbeats." 
Whethe r-hevdads in'-factistatehthisfjonnottins: now the 
point, but we must report that many recipients in the 
small number of 12 we interviewed were aware of this, 
resented it strongly and commented to us on it when 
we talked about their life situations. 


It would be unjust to blame only the community and 
the welfare system for the recipient's life on welfare. 
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Some recipients who are trapped on welfare are 
not able to work because of their special pergonal 
Situations. There is a large group of deserted 
wives who must remain on welfare if they wish to 
keep their children with them. A second group is 
the poorly educated. Their lack of education 
presents a formidable barrier to self-improvement. 
These forces, along with other areas which are 
more numerous but less prevalent, act to make 
recipients hold on to what they can be assured of 
rather than trying for something that is more 
risky. We asked, "Do you think that recipients 
would take a job when the salary is only 10% 
higher than thetr present welfare cheque?" Forty- 
Six per cent of the recipients answered none 
would, but only 10% of the social workers think 
that none would, as seen in Table 5.4. The 
reasons for thinking that recipients would avail 
themselves of a job at even a small increase in 
income centered around a chance to be independent 
and@éree ofethe’systemssyltuis interesting, that 
the social workers are more prone to believe this 
than the recipients. When we looked at the 
reasons why the participants thought that "none 
would,'' there appeared to be many real forces 
which hold people in the system. For example, 
they would loose medical coverage which is pro- 
vided for them as recipients of welfare. They 
would also begin to be hounded by finance com- 
panies who would take action to garnishee wages 
but cannot get at them when they are on welfare. 
Also, as some recipients pointed out, the taxes 
and unemployment insurance which are deducted from 
the pay cheques would eat up most of the 10% 
advantage. It is interesting that others commen- 
ted on the loss of the "security" of the welfare 
system for those who took jobs. 


All these comments seem to point to a danger in 
the present administration of welfare which is an 
"all, or nothing" proposition. If people on 
welfare are to be weaned away from it, it would 
appear that this must be done in small stages 

so that even if they don't get a welfare cheque, 
once they begin to work, perhaps medical coverage 
and protection from garnishee could be afforded 
until they achieve some sort of stability. For 
someone who is in desperate, financial conditions, 
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the "all orenothing"™» sPtuati ons iniwelfareyoften 
causes him to cling to what he has rather 
than to run to something he doesn't trust. 


The Welfare System 


Some problems concerning the organization and the 
procedure of the welfare system emerged in our 
study. The general consensus was that more 
information should be provided on the rights and 
privileges of welfare recipients. Table 5.5 
suggests that both the clients and workers are 

of the opinion there is a great need to provide 
more information. 


Table 5.6 suggests the participants feel that 

some welfare laws do invade the recipient's per- 
sonal life. Examples of this were given by the 
recipwrents+ in “terms ofmbackmofmtrus thet sl oby7 ected 
to having to show my daughter's birth certtficate; 
they wouldn't belteve my statement. ("Your word 
and your explanattons of sttuattons are not 
accepted.") ©, Other: objectionssbytrecipients are 

in terms of procedures and rules which demean them 
as human beings. One example is, "You have to 
declare all earnings, even fifty cents." Others 
feel that welfare laws are unnecessarily arbitrary 
in termsiof moral judgments’ -%e.g! yousare#not 
allowed to have 'male houseguests’ Another 
recipient recited a case that unwed mothers are 
forced*to sue theofatheroofethe!chidd foresupport! 
Another interesting comment by the recipients 

was that often questions they are forced to 

answer are not explained so that they do not get 
the normal protection of understanding the 

reason information is being collected. 


Workers also contributed examples of how procedures 
invade the sanctity of the personal lives of 


recipients. They mentioned that, "Recipients are 
told how to spend money." and "Women are often ques- 
ttoned about male compantonship." In fact, for 


a worker the most common invasions are questions 
relating *tovthesmoralshabatsexoiwthe .recapienss , 
their marital status and personal lives, which 
questions do not bear directly on the need for 
assistance. 
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Table 5.7 suggests that most participants feel there 

are not adequate redress procedures for recipients to 
appeal the decisions of social workers. Suggestions 
were made by recipients on ways the welfare system 
could be improved. Some of these may seem mundane but 
they give insight into the little things that alienate. 
One recipient suggested that social workers seem to be 
too busy with paperwork to be able to relate to the 
Pee Oe eit nee . Another criticism related to this 
is, ‘there is an all business atmosphere" which has a 
negative influence on the social worker-client relation- 
ship. By this it is suggested that emphasis is on 
getting out the welfare cheque rather than on understanding 
the person with a view to relieving his problem and pro- 
viding him with permanent rehabilitation. 


Recipients suggested that social workers should "Learn 

how to greet recipients" and "Refrain from saying what 
toego =- "but to suggest". The most common recommendation 
on the part of both recipients and social workers in 
reference to the welfare system was that, "Open communi- 
catzon from top to bottom'’ be initiated”. Perhaps the 
most important feature of the seminar was that it demon- 
strated how concrete steps could be taken to open up this 
two-way flow of communication between the administrators 
and recipients. 
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FABLE 4 Svea: 


RESPONSES BY CLIENTS AND WORKER PARTICIPANTS 


IN THE SEMINAR, TO THE QUESTION - 


Wherneydovyousthirnkiis (thedbasietprobiem 


area in the whole system?" 


BASIC PROBLEM AREA 


With the recipients 
themselves. 


Between thé yneciprents 
and social workers. 


With the social workers 
themselves. 


Between the social 
workers and the 
administration. 


With the administration 
itselfiivand its serulesi: 


Social attitudes create 


the ideology of the 
system. 


Total 


CLIENT 


Ved 


60 


WORKER 


10 


TOTAL 
N D 
2 9.5 
Ae wil ed. 
{is cokahas 14 Ai 
ae Mate es 


TABLE; 542 


RESPONSES BY CLIENTS AND WORKER PARTICIPANTS 
IN THE SEMINAR TO THE QUESTION - 


"Do you think it would be useful to divide the 
"money giving" and "counselling" into separate 


7oObs.?” 

TOTAL 

CLIENT WORKER N % 
Yes 6 7 je (oes BN) 
No 3 a 4 LOS 
Don't know 2 2 4 OS 
Total bed 10 rae 100.0 

TABLE 5.3 


RESPONSES BY CLIENTS AND WORKER PARTICIPANTS 
IN THE SEMINAR TO THE QUESTION - 


"Do you think the community thinks it is 
shameful for people to be on welfare?" 


TOTAL 
CLIENT WORKER N % 
ee ee eee eee ee 
Most people do 10 8 18 Bid. L 
Some people do 1 2 5 has s 
None do 0 0 = ; 
Total 11 10 OM 100.0 
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TABLE 5.4 


RESPONSES BY CLIENTS AND WORKER PARTICIPANTS 
IN THE SEMINAR TO THE QUESTION 


"Do you think that recipients would take a 
job when the salary is only 10% higher than 
their present welfare cheque?" 


TOTAL 

CLELENE WORKER N % 
Almost all would 2 4 6 28:6 
Some would 4 5 9 42.8 
None would 5 i 6 2820 
Tietat ea 10 Zh LOO 


TABLE 5.5 


RESPONSES BY CLIENTS AND WORKER PARTICIPANTS 
IN THE SEMINAR TO THE QUESTION - 


"Do you think there isa need *to provide 
recipients with more information concerning 
their rights and priviledges?" 


Lov AL 
CLIENT WORKER N 4 
Great need deh 8 19 90.5 
Fair need Z 2 925 
No need 
Totai 1h 10 Zu 100.0 
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TABLE 526 


RESPONSES BY CLIENTS AND WORKER PARTICIPANTS 
IN THE SEMINAR TO THE QUESTION - 


tO you think that some welfare laws invade 
Ehe recipient's personal life?” 


CLIENT WORKER N % 
Yes ie 8 15 Vee 
No 5 1 4 Por. 
Don't know af 1 2 9.35 
Total 1. 10 zi. 100.0 
TABLE 257.7% 


RESPONSES BY CLIENTS AND WORKER PARTICIPANTS 
IN) SHESSEMINAR TO ‘THE QUESTION 


"Do you think there are adequate procedures 
for a recipient to appeal a social worker's 
decision?" 


TOTAL 
CLIENT WORKER N % 
ee se at Pe i de = A Ea 
Yes i. 4 5 25.0 
No 8 5 5 61.9 
Don't know 2 it 3 At 
Total beh 10 ok L000 
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CHAPTER VI 


RECOMMENDATIONS 


Separate the "Money Giving" and "Counselling" Functions 


The money giving functions should be semi-automated and 
handled by clerical help along with a computer, using 
atpoint’) systems" 2People should becaskedtto! fill“outia 
form very similar to an Income Tax Form, and if they 
have difficulty a clerical assistant should help them. 
The form could be quickly scored and a cheque issued. 
Normal control and auditing procedures could be devel- 
oped in this system. 


In a separate division, couselling could be offered for 
recipients. It may be valuable for the Welfare Depart- 
ment to purchase such counselling from private agencies, 
just as they now purchase medical services. Even if 
this were done the referral of clients to resources in 
the community for legal assistance, psychotherapy, etc. 
would appear to be an important counselling function. 


“AYDIOF Nothing" Welfare System Should Be Changed 


The regulation requirement that people do not work at 

all, should be revised so that as a person improves his 
ability’ to earn, his benefits’ are reduced. (ot would 
appear that such a gradual reduction in assistance would 
encourage recipients to try to take even part time jobs 

to improve themselves. It would also encourage them to 
experiment with different ways of providing for themselves, 
realizing that they weren't forfeiting support from the 
welfare system. This type of program would have to 

reward the recipient for extra work so that he got a little 
extra in his pocket if he did part time work rather 

than just stay at home and collect welfare. 


More Sensitivity Training in Social Work Education 


While it seems unfair to ask students of Social Work to 
live in a welfare community on a welfare income for a 
period of time, it does seem important that they develop 
sensitivitv to thei» ewn impact on welfare recipients. 


The laboratory experiences provided by this experiment 
seem to be genuinely appreciated by the workers. Perhaps 
the most important feature was that the worker was asked 
to express his own feelings. Traditional Freudian 
psychology in casework repressés personal reactions and 
only reflects back to the ‘client what the citent’s 
reactions ‘are (for example, “you seem hostile today, Mr. 
Jones'' is acceptable, but ''you make me mad, Mr. Jones" is 
not.) The result appears to be to make social workers 
very analytical and intellectual in their interaction 
with recipients but, at the same time, often devoid of 
much insight into their own reactions and feelings toward 
recipients. However, these reactions do come across 

loud and clear and often have a devastating alienating 
efidet? 


Recipient Advisory or Consultant Groups 


Recipient groups could be used as advisory bodies for 
framing welfare policy. They would be a valuable 
sounding board to try out new programs and obtain 
critiques of present operating procedures. 


Recipient groups could also act as consultants in 
specific cases, meeting with the social workers and 
bringing to their attention the attitudes and living 
conditions in the client's area, which would allow 

the workers to make a more valuable diagnosis and 
treatment plan. Also, by working groups it is possible 
for therssociall worker to jopérate tatwa "different olével 
whereby, he 1s a facititator providing. asvenicle tor 
clients to discuss their mutual problems and work out 
their own solutions in a much healthier and less de- 


pendent way. 


Recipients Could Perform Valuable Services in the 
Welfare Offices 


If the welfare officers are overtaxed, it would seem 
that a great pool of existing resources might be 

used. Assuming that some type of compensation over 
and above their welfare cheques could be given for 
this kind of assistance, and assuming that a large 
number of people on welfare would appreciate the op- 
portunity of “doing something” to raise their personal 
esteem, the following duties seem obvious for some 
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of }thesmecipient: group: 


a) Receiving new recipients and helping 
them to adjust to the problems and 
challenges of being on welfare. Also, 
helping them to fill out forms and 


advising on ways to save money and 
economize. 


b) Contacting clients in their homes 
and visiting old people, foster 
parents and one-person families to 
provide social stimulation and just 
general comfort. 


c) Assist the day-care centres. 


d) Provide transportation for people 
who are handicapped or living in 
remote areas. 


e) Assist in general clerical work, 
of a non-confidential nature. 


f) Some recipients are unusually tal- 
ented at understanding socio- 
emotional problems and with some 
supervision could provide assis- 
tance in counselling on simple 
but painful personal problems of 
other recipients. 


g) Man a telephone answering system 
to assist in simple but irritating 
daily problems ‘of: other recipients. 


Group Counselling 


The scarce resources of trained social workers could 
be spread out more effectively if more group coun- 
selling was undertaken. Special interest groups such 
as one-parent families and people with budgeting pro- 
blems could be dealt with in groups of 10 or 12 
rather than a one-to-one casework format. Most par- 
ticipants felt that groups should be led by people who 
have special training and that if caseworkers were 

to be involved in a group format they would need 

some retraining. They also felt that group counsel- 
ling should take place on a bi-monthly basis to be 
effective. This implies that the majority felt a 
continuing type of group counselling was preferable. 
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Provide More Information Concerning the Rights 


and .Priwadege's ofthe Recipmenits 


It would seem a valuable way of cutting down 

on overworked social workers' duties and, at 

the same time, increasing the prestige and 

esteem of the recipient, to have available in 

all offices well written, simple and accurate 
descriptions of their rights and privileges 

under the welfare system. It would also lead 

to uniformity?ofiqualityseofi serwa cedsinces the 
recipients would know what they can or cannot 
expect and would not be at the mercy of social 
workers who, through malice or ignornace, might 
shortchange them in whatever assistance they 
receive. Alongswithpthassetypehofdwritten 
information, an information centre could be set 
up, staffed with recipient volunteers, where 
people could receive information about their 
rights and privileges. This _ kind of centre could 
pass on to administration the most prevalent ques- 
tions and, in so doing, feed back changes in 
community conditions and legislation for inclusion 
inrfal reprint of: thesbrochwrelionim ghitswand pri- 
Vike ge's®. 


Improve Appeal Procedures 


Appeal procedures could be improved by guar- 
anteeing a fair hearing for all persons wishing 


some. form jot iredresisi.o’ Dttrusiempoytantmchat aid 
recipients be? apprisedvofi ther factuthati.such, 2 
procedure is possible. Finally, appeal procedures 


should be conducted at the local level so that 
the administrators and supervisors in the local 
offices are made aware of recipients’ complaints 
and any general changes in procedures fcouldobe 
effected... This’ would (guarantees the corrective 
nature of the negative feedback, and local offic- 
ialswould not react in a hostile or defensive 
way because of the reprimands of provincial 
bodies. 


Set JUpmSpeicrive Regulations About Enquiries: Into 
Persona lr ithe) todi Recipments:. 


It is undoubtedly necessary to make some enquiries 
into: the personal life of the recipient, but the 
recipient should be protected from "unnecessary 
nosiness.'' It is also important that regulations 
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be reviewed at regular intervals to make 
sure that Victorian attitudes, no longer 
embraced by the majority of the community, 
are not being impressed on the recipient. 


Recipients Should Choose Their Counsellors 
Wherever Possible 


This would allow the recipients to have a much 
less inferior attitude in dealing with the 
Welfare Department, just as more wealthy people 
would chose a therapist. It would also tend 

to give a powerful feedback to both social 
workers and administrators as to the capabil- 
ities of counsellors. A counsellor in great 
demand would be reassured and his supervisor 
would have tangible indication of his ability. 
On the other hand, counsellors who did not 

have "any business'' would be eligible for 
special assistance in terms of improving their 
counselling skills, or perhaps they should be 
looking for another avenue for their professional 
activity. 


importance of First Contact With the Welfare 
System 


Administrators and staff of welfare offices 
should be impressed with the importance of the 
first ‘Contact’ the recipient has with ‘the 
welfare system, in shaping his attitude towards 
himself and in developing attitudes of aliena- 
tion. If the people who first greet the 
recipients are aware that their attitude could 
have an important impact on resolving the pro- 
blem of a person who has gathered up his courage 
to come and ask for help, there may be a major 
improvement in the effectiveness of the entire 
welfare process. 


Create A Less Officious Atmosphere in Welfare 
Ofiace 


a 


If a division between financial assistance and 
counselling is made, there should also be a 
change in the atmosphere of the counselling 
service so that physical surroundings would be 
more conducive to discussion. Also, the client 
could be treated more like a consumer of other 
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services -- that is, appointments would be 
made and conscientiously kept by social 
workers; people would not have to wait for 
hours to: see the worker... In addition, when 
the interview is underway, telephone inter- 
ruptions would be cut off so tne worker could 
givet hiss fuld. attention to stherrecipaene. 


Improve Communication Within the Department 


There seems to be a need for better two-way 
communication between social workers and ad- 
ins tratorssp [heres alsor appears. to .beda 

.eed for improving the quality of administration 
ry" NONe ei] earl yoda fining eas? Of res ponsabi lity 
and@by anvolhvimprpeople, attdistter ent, 4eveds,,in 
the hierarchy in a more progressively delegated 
manner. 


This could best be accomplished through a coordin- 
ated -effort/involvangedabornatornyetype; experiences 
Similar to those in this experiment which would 
improve the quality of communication through 
engendering trust and frank feedback. Along with 
this there should be a program of Management by 
Objectives where the whole office sets forward 

its objectives and the people in subordinate 
activities; definerthem-ansterms,ef theinmown 
personal goals and the objectives laid out for 

the Department. It would appear that a program of 
this type embracing in-service training and organ- 
izational development principles could be engen- 
dered, overs ag periods of | from, Saxe monthss40, two 
years. .Withssuch a plan) for;modernizing. the 
administrative structure, better communication 
could result andy#a>merey efficient: use of, the 

work force, with increases in morale, could be 
expected: mAgbrie¢ descriptiongefi such ay project 
is*contained*astathypothesisafor furtherestudy in 
thesnextese crs one 


Great Community Education to Provide a Better 
Understanding of the Welfare Keer p remt and the 
Welfare System 


It¥appears that) publi ¢) officials, cands parti cular- 
ly politicians, have been embarrassed by the fact 
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Mid uLieye pIveswellare to needy. people. - By. 
taking a defensive stand toward the issues 

of misuse of welfare, rather than by being 
more aggressive and telling the public about 
the importance of supporting families in 
genuine need, the recipient has been coloured 
black in most government public relations 


Carers wethis as not due to any consistent 
program to besmudge the reputation of the re- 
Cipientss; it 4s 4 reaction to the occasional 


press release suggestion that someone is get- 
ting something for nothing under welfare. 
Programs such as those initiated by some news 
papers to support summer camps for needy 
children or Christmas baskets for families in 
need, could be used effectively by welfare 
programs to show the importance of investing 

in and supporting wives and children, the 
elderly and the handicapped. It would seem to 
be an important aspect of the budget of any 
Welfare Department to tell its story, thereby 
smoothing the way for recipients to get assis- 
tance when they need it and also to make the 
adjustment back into the community after they 
have overcome their difficulties. In some 
respects this is like a venereal disease program, 
unless people come quickly and get early treat- 
ment, and unless the advent of needing treatment 
is seen as a medical need rather than a moral 
weakness, programs to prevent venereal disease 
can be seriously handicapped despite excellent 
medication and clinical facilities. 
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CHAPTER VII 


HYPOTHESES FOR FUTURE STUDY 


Because this is an a exploratory study into the area 
of factors causing alienation, leads from the present 
investigation could be explored in a further study 
within the context of action research. 


iy 


Separation of ‘Money -Giving"' and ''Counselling" Functions 


We would suggest a project where the provision of 
financial assistance to recipients would be 

separated from the counselling. For a pilot study, 

one office could provide a money-giving function 

On an income supplement scale basis so that there 
would not be the artificial distinction between 

"being on'' and "being off'' welfare. As the reci- 
pients earned more, the amount of assistance would 
become less - very much like a reverse income tax. 

The recipient would be encouraged to fill out his 

own form and would have clerical assistance only in 
completing that form. These forms could be adjudi- 
cated either by a computer or by a clerk following 
fairly simple rules. Such rules would be clearly 
posted» for the recipients, either in brochures or 
advertisements. Normal auditing and contro] procedures 
would be set in place to prevent people obtaining funds 
under fraudulent conditions. 


Quite apart from the money-giving function there would 
be a counselling service where social workers would use 
both group and individual counselling to satisfy the 
requests of clients. Clients would make appointments 
with workers, very much as with a mental health clinic 
or private therapist. The major objective here would 
be to help the client adjust to the problems facing 
him and achieve some solution to his personal problems 
which would help him to better satisfy his life goals 
and presumably, eventually overcome his need for 
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welfare assistance. The counselling would be done in 
confidence and the information obtained by the social 
worker would not be used to adjudicate the recipient's 
request for funds. 


It would be important to explore such a program for 

one year to assess the costs, the effectiveness of 

the program and the reactions of the personnel as 

well as the recipients. We would predict that there 
would be much more remedial work done and that the 
alienating forces at work in the present welfare 

system would be reduced. To accomplish this a control 
office which would conduct their program as usual, 

would be needed and a careful follow-up required. On 

the other hand, it would be important to find out whether 
social workers feel that by having their money-giving 
function taken away, they are handicapped in dealing with 
their welfare recipients from a rehabilitative standpoint. 
This experiment would also develop an excellent opportunity 
to see what the perceived needs of the recipient are for 
counselling and assistance of a psychological or case- 
work nature. 


Coordination of Services 


In a community of from 10 to 20 thousand in Canada, 

it would be helpful for an action research program 

to be mounted which would coordinate health, education 
and welfare services, within a single community. Here 
the efforts would not only be to have people from these 
three important areas work together in planning and 
providing the delivery of services, but also to include 
members of the community who are in receipt of this 
kind of service. This would not only be the recipients 
of welfare but also people in the community who have 
children in the educational system and people in the 
community using health services. With the consumer 
groups represented as well as the professionals who 
deliver the services, it would be possible to try to 
coordinate with other kinds of programs, such as 
Manpower, providing for employment. 


There also should be a conscious effort to try to 


break down the inter-agency communication blocks by 
utilization of common information pools and by 
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utilization of the human potential within the commu- 
nity which is normally not tapped. For example, 
people on welfare may be used to assist in community 
nursery-school programs or in visiting elderly people. 
Housewives and mothers could assist in educational 
programs or health programs. The objective here 
would be to assesSthe cost and the effectiveness of 
coordinating the many human resources in a community 
to satisfy in a well-coordinated and a carefully 
planned way the broad needs for social, medical and 
educational services. 


A study of this type conducted for one or two years 
would provide valuable data, not only on the success 
of such a coordinated effort, but also on the major 
stumbling-blocks that would prevent achievement of 
these objectives. 


Organizational Development Program for a Regional 
Welfare Office 


It is hypothesized that an organizational development 
facilitator, working one-third time over a period of 
two years with all members of a regional social welfare 
office (which would include not only the administrators, 
workers and clerical staff but also the recipient 
group), could improve the efficiency and reduce 
alienation caused by the operation of that office. 

One person working with groups from the office would 
move through the traditional organizational develop- 
ment program with the office as a whole, rather than 
selecting members from different offices to work with. 


a. The first step would be to identify 
the objectives of the office. This 
would be undertaken by representatives 
from all groups and a document developed 
explaining what the office was supposed 
to*do.% 


b. The second step would be to develop 
methods for measuring the movement 
toward that objective. Here again, 
it would be essential to work with 
groups in the office to review the 
procedures and information system so that a 
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program could be set up for 
recording and evaluating various 
group members! attainments of the 
goals within the overall objectives 
OfL the sOfficer 


e¥ Next ,Sit-would:be" the vresponsibidity 
of the facilitator to’ help the group 
develop an action plan so that they 
could understand their own responsi- 
bilities as individuals and the 
responstbilitres* ot! other-=groupss to 
provide a coordinated effort toward 
achieving these objectives. This 
would require the development of a 
new atmosphere in the office and 
new procedures based on such concepts 
as Management by Objectives. 


dg? Finally, a program for reviewing 
progress with individuals and with 
groups would have to be set up. 
This would require further development 
of the information system and provision 
for decision-making at various 
levels to alter activities so that 
they could more efficiently achieve 
the objectives... After a)complete 
cycle, the objectives would have 
to be reviewed and a new set of ob- 
jectives set, with new goals for sub- 
groups within the office and new sets 
of personal objectives for those 
people involved. 


Such a program could be innovative in that the 
recipients could be involved as well as the 
administrators, social workers and clerical 
staff. With all groups working together to 

set the objectives, measure their achievement 

and review the progress being made, there seems 
an excellent opportunity for evolving new methods 
of delivery of welfare services and, at the same 
time, understanding how better administrative 
policies could be* put into: practice.on.a province 
wide basis. . 
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Use of Specific Laboratory Techniques in Welfare 
Offices 


It was noted in the FINDINGS chapter of this report 
that Strength Bombardment and Career Planning Exer- 
cises conducted during our four-day sessions were 

very much appreciated by clients and social workers. 

It would appear that these and other training lab 
techniques could be used in a routine manner in 
dealing with clients and developing welfare office 
staff. We recommend that a program be developed, 

using procedures which are part of Sensivity Training 
and Laboratory Techniques, to innovate a more traditional 
case-work approach to counselling and providing welfare 
services. These techniques should be introduced 
Within a controlled design so they can be evaluated 
against procedures now being used. It could then be 
assessed whether or not there was a reduction in 
alienation and more active, productive planning 

methods for the rehabilitation of recipients. 


Improvement of Present Laboratory Program for Use in 
Stat. Development on a Provincial Basis 


Because Of the extremely positive reaction to the 
program presented in Vancouver, we suggest that the 
most favourably received aspects should be developed 
and "packaged" by the Federal Government for use in 
staff development at the provincial level. The 
delivery of welfare services could be enhanced by 
providing staff training and developing tools for 
trainers wishing to improve the sensitivity and skill 
Of their services. 


In addition to this type of program development, 
workshops should be sponsored by the Federal Govern- 
ment for trainers who would use these tools. This 
would include not only welfare workers but case aids 
drawn from recipient groups, and people from the 
ranks of welfare offices (such as stenographers and 
clerks) who have excellent human skills. There is a 
great pool of untapped human resources in British 
Columbia (and no doubt in other provinces) which 
could be utilized at all levels to improve and 
humanize the delivery of welfare services. The 
Federal Government could provide an important addition 
to the provision of welfare by training leaders and 
developing tools, thereby reducing alienating forces 
which have been at work and are demonstrated in this 


Study. 
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IMPORTANT ISSUES (PROBLEMS) 
FACING THE WELFARE SYSTEM 


The need for an adequate number of staff with 
sensitivity for people. 


Interpret the delivery of services to the community- 
most people have skills they want to use rather 
than get welfare. 


Improve the image of the welfare recipient (not 
free loader, second class lazy bums). 


Get as much stability for children in a foster 
home as possible. 


Develop resources in the community. 
Eliminate overlapping of services. 


Case loads are too large especially with all the 
paper work. 


Lack of personal interest of social worker for 
client - just another number. 


Use of staff - when to use trained staff, aids 
and recipients. 


Refined way of consulting field staff when policy 
decisions are to be made - gives meaning to field 
Start: 


How to assess the proper type and size of case load. 


Implement services on an expedient rather than 
a personal basis. 


More decentralization of decisions, but within a 
structure. 


Rehabilitation resources lack coordination. 
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Decision-making ~-"wno mukes a> |-"drow duickly it 
should be decentralized. 


New concepts of services are implemented before 
all the implications are worked out. 


Lack of information about services available - 
pamphlets 


There1s'* amr’age’ barrier to gee tangs yous oa: 
job. training for_older people: 


Impossible to move foster children from one 
district. to -anotier: 


More free recreation services for children who 
cannot afford them. 


Recipients should be given a list of services they 
could be paid to perform to make them feel less 
useless. 


Administrative red tape - too much time spent in 
straightening up messes - lack of good administration. 


Receiving welfare creates guilt, humility and 
shame. 


Decentralization of provincial decision-making. 
Social workers function as clerks. 
Pay full cost of rehabilitation and re-education. 


Social workers and clients do not know what 
services are available. 


Social workers are not kept up to date on new 
methods of giving service, 


Instructions from departments are not clear. 
Any number of interpretations can be taken. 


Need LOT stais development. 
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How do we know what a community needs? 


Social workers are not active enough in terms 
Otene Loan oeetnei © (Clients, 


some recipients receive payments for education 
where others do not. 


An experienced client should be made available to 
Cirentseapprying scor the first “time. 


More services should be given to crises occurring 
after 5:00 p.m. seven days a week. 


Social workers tend to pass the buck. 

Social workers are victims of rumour - they are 
in the middle, between the administration and 
the public. 

Social workers, like all professionals, go over- 
board for one approach to the exclusion of all 
others. 


Is the function of the social worker just to give 
money ? 


Children in school where they can turn for services 
in the community. 
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